
Cd) Funds to Be Deposited in Special Account. - The local service providers shalJ
collect the surcharge from their customers and deposit the moneys collected with the
State Treasurer, wno shall maintain the funds in an iotercst·bearing, nonreverting
account After consulting with the State Treasurer, the Commission shalfdirect how and
when the local service providers shall deposit these moneys. Revenues from this fund
shall be available only to the Department of Health and 1·luman Services to administer
the statewide telecommunications relay service program, including its establishment,
operation. and promotion. The Comrmssion may allow the Department of Health and
Human Services to usc up to four cents (4tJ per access line per month afthe surcharge
for the purpose ofprovidin,g telecommumcations devices for hearing impaired or speech
impaired persons, includmg those who also have vision impainnenl, through a
distribution ~gram.The Commission shaJJ prepare such guidelines for the distribution
program as It deems approyriate and in the public interest. Both the Commission and the
Public Staff may audit aJ aspects of the telecommunications relay service program.
including the distribution programs, as it dees thev do with any public utility subject to
the provlSions of this Chapter. Equipment paid ro; with surcharge revenues, as allowed
by the Commission, may be distributed only by the Department of Health and Human
Services.

(e) AdminiSlration of Service. - The Department of Health and Human Services
shall administer the statewide telecommunicatIOns relay service program, including its
establishment, operation, and promotion. The Department may conlract out the
provision of this service for four-year periods to one or more service providers, using
the provisions ofG.S. 143-129.

(f) Charge to Users. - The users of the telecommunications relay service shan be
charged their approved long distance and local rates for telephone services (including
the surchar2.e required by this section), but no additional charges may be imwsed for
the use of tlle relay servIce. The local service providers shall collect revenues from the
users of the relay service for loog distance services provided throu$h the relay service.
These revenues shall be deposited in the special fund established m subsection (d) of
this section in a manner detennined by the Commission after consulting with the State
Treasurer. Local service providers shall be compensated for collection, inquiry, and
other administrative services provided by said companies, subjcct to the approval of the
Commission.

(g) Reporting Requiremcnt. - The Commission shall, after consulting with the
Department of Health and 1·luman Services. develop a fonnat and filiog schedule for a
comprehensive financial and operational report on the tclecommunications relay service
program. The Department of Health and Human Services shall thereafter prepare and
file these reports as required by the Commission with the Commission and the Public
Staff. The Departmcnt shall also be required to report to the Revenue Laws Study
Committee.

(h) Power to Regulate. - The Commission shall have the same power to regulate
the operation of the telecommunications relay service program as it has to regulate any
public utility subject to thc provisions of this Chapter.

ill Wireless Surcharge. - A CMRS provider. a~ oart of its monthly billing
ess must CQllect the same surchar e im scd on each xchan e access racili

un er IS se tlO or each CMRS connectIOn. A MRS roVl It e uct a one
nt % a mlRlstratlve ee rom the tota amount 0 sure a co ected. A CMR
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SECTION 2. This act becomes effective January I, 2004. and applies to
bi lis issued on or after lhat dale.

In the General Assembly read three times and ratified this the 10'" day of
July, 2003.

sf Beverly E. Perdue
President of the Senate

sf Richard T. Morgan
Speaker of the House of Representatives

51 Michael F. Easley
Governor

Approved I :33 p.m. this 27· day ofJuly. 2003

Senate Bill 939 Session Law 2003-341 Pagel
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§ 62-157. Telecommunications relay service.
(a) Finding. - The General Assembly nnds and declares that it is in the publjc intcrest to

provide access to public telecommunications services for hearing impaired or speech impaired
persons. including those who also have vision impairment, and that a statewide
telecommunications relay service for telephone service should be established.

(al) Definitions. - For purposes ofth.is section:
(I) "CMRS" is as defined in G.S. 62A-21.
(2) "CMRS conncction" is as defined in G.S. 62A-21.
(3) "CMRS provider" is as defined in G.S. 62A-21.
(4) "Exchange access facility" means the access from a particular tclephone

subscriber's premises to the telephone system of a local exchange telephone
company, and includes local exchange company~provided access lines, privale
branch exchange trunks. and centrex network access registers, all as defined by
tariffs of telephone companies as approved by the Commission.

(5) "Local service provider" means a local exchange company, competing local
provider, or telephone membership corporation.

(b) Authority to Require Surcharge. - The Commission shall require local service
providers to impose a monthly surcharge on all residential and business local exchange access
facilities to fund a statewide telecommunications relay service by which hearing impaired or
speech impaired persons, including those who also have vision impainnenl, may communicate
with others by telephone. This surcharge, however, may not be imposed on participants in the
Subscriber Line Charge Waiver Program or the Link-up Carolina Program established by the
Commission. This surcharge, and long distance revenues collected under subsection (f) of this
section, are not includable in gross receipts subject to the franchise tax levied under G.S.
105-120 or the sales tax levied under G.S. 105-164.4.

(e) Specification of Surcharge. - The Department of Health and Human Services shall
initiate a telecommunicalions relay service by filing a petition with the Commission requesting
the service and detailing initial projected required funding. The Commission shall, after giving
notice and an opportunity to be heard 10 other interested parties., set the initial monthly surcharge
based upon the amount of funding necessary to implement and operate the service, including a
reasonable margin for a reserve. The sureharge shall be identified on customer bills as a special
surcharge for provision of a telecommunications relay service for hearing impaired and speech
impaired persons. The Commission may, upon petition of any interested party, and after giving
notice and an opportunity to be heard to other interested parties, revise the surcharge from lime
to lime if the funding requirements change. In no event shall the surcharge exceed twenty-five
cents (25¢) per month for each exchange access facility.

(d) Funds to Be Deposited in Special Account. - The local service providers shall collect
thc surcharge from their customers and deposit the moneys collected with !.he State Treasurer,
who shall maintain the funds in an interest-bearing, nonreverting account. After consulting with
thc Stale Treasurer, the Commission shall direct how and when the local service providers shall
deposit these moneys. Revenues from this fund shall be available only to !.he Department of
Health and Human Services to administer the statewide lelecommunications relay service
program, including its establishment, operation, and promotion. The Commission may allow the
Department ofHealth and Human Services to use up to four cents (4~) per access line per month
of the surcharge for the purpose of providing telecommunications devices for hearing impaired
or speech impaired persons, including those who also have vision impainncot, through a
distribution program. The Commission shall prepare such guidelines for the distribution

hnp:Jlwww.ncgastate.nc.U.ilEnactedLegislationlStatutcslHTMUByScctionfCbapter_6110... 9/1412007
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program as it deems appropriate and in the public interest Both the Commission and the
Public Staff' may audit all aspeclS of the telecommunications relay service program. including
the distribution programs, as they do with any public utility subject to the provisions of this
Chapter. Equipment paid for with surcharge revenues, as allowed by the Commission, may be
distributed only by the Department of Health and Human Services.

(e) Administration of service. - The Department of Health and Human services shall
administer the statewide telecommunications relay service program, including ilS establishment.,
operation., and promotion. The Department may contnlct oul the provision of this service for
four-year periods to one or more service providers, using the provisions ofG.S. 143·129.

(0 Charge to Users. - The users of the telecommunications relay service shall be
charged their approved long distance and local rates for telephone services (including the
surcharge required by this section), but no additional charges may be imposed for the use of the
relay service. The local service providers shall collect revenues from the users of the relay
service for long distance services provided through the relay service. These revenues shall be
deposited in the special fund established in subsection (d) of this section in a manner detennined
by the Commission after consulting with the State Treasurer. Local service providers shall be
compensated for collection, inquiry. and other adminislmtive services provided by said
companies, subject to the approval of the Commission.

(g) Reporting Requirement. - The Commission shall, after consulting with the
Department of Health and Human Services, develop a fonnat and filing schedule for a
comprehensive financial and operational report on the telecommunications relay service
program. The Depanment of Health and Human Services shall thereafter prepare and file these
reports as required by the Commission with the Commission and the Public Staff. The
Department shall also be required to report to the Revenue Laws Study Committee.

(h) Power to Regulate. - The Commission shall have the same power to regulate the
operation of the telecommunications relay service program as it has to regulate any public utiliC)'
subject to the provisions of this Chapter.

(i) Wireless Surcharge. - A CMRS provider, as part of its monthly billing process, must
collect the same surcharge imposed on each exchange access facility under this section for each
CMRS connection. A CMRS provider may deduct a one percent (1%) administnltivc fcc from
the total amount of surcharge collected. A CMRS provider shall remit the surcharge collected,
less the administrative fee. to the Wireless 911 Board in the same manner and with the same
frequency as the local service providers remit the surcharge to the State Treasurer. The Wireless
911 Board shall remit the funds collected from the surcharge to the special account created
under subseclion (d) of this section. (1989, e. 599; 1997-443, s. IIA.118(a); 1999-402, s. I;
2003-341, s. I.)

This documenl (also avai/able in PDF and RTFformats) if,,01 an offlcial dOCllment.
Please read the caveats on the main NC SJat,"e.t page for more information.
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~Sprint.

SpriIll Relay
3261 Atlantic Avenue, SUite 200
RaleiJb, NC 27604

Linda Nelson
Telecommunication Access ofNorth Carolina
319 Chapanoke Road, Suile 108
Raleigh, NC 27603

Dear Linda:

Sprint has provided you the following information 10 support your filing wilh the FCC for
the State ofNorth Carolina:

• Annual Complaint log includes the number of camp/ainu received that allege a
violalion of federal TRS minimum standards, the dale ofthe comp/aillt, the nature of
the complaint, the date ofits resolution and an explanation ofthe resolution.

• Annual Summary includes total outbound calls.. total complaints for the reporting
period June 2001 - May 2002, and percentage of complaints to total outbound calls
information.
Annual Tally Report will be total complaints by category.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained
a Jog of all consumer complaints that allege a violation of lhe federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to file with
!.he FCC. Please note thaI your state must file !.he Complaint and Summary logs
(attachments t and 2) and a report (anachment #3) !.hat indicates the number of
complaints received for North Carolina with the FCC by July I, 2002 to the following
address:

AtUl: Erica Myers
Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12th Street, SW, Room 5·C212
Washington, DC 20554
or by email at emyers@fcc.gov



Commission's Secretary at 236 Massachusens Avenue, N.E., Suite 110, Washington,
D.C. 20002. The filing hours at this location are 8:00 a.m. to 7:00 p.m.

All hand deliveries must be held together with rubber bands orfasteners. An)'
envelopes must be disposed ofbefore elJter;ng the building. Commercial overnight mail
(other than U.S. Postal Service Express Mail and Priority Mail) must be sent to 9300 East
Hampton Drive, Capitol Heights, MD 20743. U.S. POSW Service first-class mail,
Express Mail. and Priority Mail should be addressed to 445 12th Street, SW, Washington,
D.C. 20554. All filings must be addressed to the Commission's Secretary, Marlene H.
Donch. Office of Lbe Secretary, Federal Communications Commission, 445 12th Street.
SW. Room TW-A325, Washington, DC 20554."

Sprint will worle: with the state, as your partner in delivering additional informalion
required of all slates and cameni. We are confident that our records and systems will
suppon any additional requirements, should they be ordered by the FCC.

This log period. running June I, 2001 through May 31, 2002, contains a summary of the
toW nwnber of complainlS received fOT each type of complaint on a month to month
basis and also provides totals for this twelve-month period.

Should you have any questions concerning this summary log, please contact your account
manager.

Best Regards,

Barbara Narvaez

Barbara Narvaez
TRS Product Manager

Best Regards

An~~
North Carolina Account Manager

Attachment #1: Complaint Log Sununary for Period of June 1,2001 - May 31, 2002
Attachment #2: Summary of Complaints for Period of June I. 200 I - May 31, 2002
Attachment #3: Annual Tally Repon for Period of June 1,2001 - May 31, 2002



For your reference, Sprint has included the FCC language requiring this action:

May 31, 2002 Order:

''The Federal Communications Commission Conswner & Governmental Affairs Bureau
reminds stalCS and telecommunications relay services (TRS) providers that they musl
submit their annual consumer complaint log sununaries for the 12-month period ending
May 31, 2002 on or before July I, 2002.

To assist the Commission in monitoring the service quality ofTRS providers, the
Commission requires state applicants for TRS certification and TRS providers to
maintain a log ofconsumer complaints that allege violations of the federal minimum
standards. These logs are intended 10 provide an early warning system to the
Commission ofpossible service quality problems during TRS providers five-year
certification period. Additionally, this infonnatioD allows the Commission to determine
whether the state has appropriately addressed consumer complaints during the
certification process and to spot national trends that may lend themselves to coordinated
solutions. It further enables states to communicate with one another to learn how other
states are resolving complaints. Complaint log summaries should include inIonnation
pertaining to complaints received between June 1,2001 and May 31, 2002. Carriers are
reminded that the rules require that complaint log summaries shall include the number 01
complaints receil1t!d that allege a violation of federal TRS minimum standards, the date
01'he complaiJII, dIe nalllre olthe complaint, the date 01its resolution alld an
explanation olthe resolution. The Commission requires thai this infonnation be
included in the complaint log sununary for the aforementioned purpose ofalerting the
Commission of possible service quality problems. The complaint log summary must be
filed with the Consumer & Governmental Affairs Bureau, Disability Rights Office.

States and TRS providers who choose (0 submit by paper must submit an original and
four copies of each filing on or before Monday, July 1,2002. To expedite the processing
ofcomplaint log summaries, States and TRS providers are encouraged to submit an
additional copy to Attn: Erica Myers, Federal Communications Commission, Consumer
& Governmental Affairs Bureau, 44S 12th Street, SW, Room S-CZ12, Washington, DC
20554 or by email at emyers@fcc.gov. Electronic filings should be made using the
Electronic Comment Filing System (EeFS). Reports filed through the ECFS can be sent
as an electronic file via the Internet to http://www.fcc.gov/e-filelecfs.html. States and
TRS providers should also submit electronic disk copies of their complaint log
summaries on a standard 3.5 inch diskette formaned in an mM compatible ronnat using
Word 97 or compatible software. The diskette should be submitted in ·read-only· mode
and must be clearly labeled with the State and TRS provider name, the filing date and
captioned ·Complaint Log Summary4'.

Filings can be sent by hand or messenger delivery, by commercial overnight courier, or
by first-class or overnight U.S. Postal Service mail (although we continue to experience
delays in receiving U.S. Postal Service mail). The Commission's contractor, Vistronix.
Inc., will receive hand-delivered or messenger-delivered paper filings for the



Federal Communications Commission
Washington, D.C. 20554

August 5. 2002

Linda K. Nelson
Telecommunications Access ofNonh Carolina
Department of Health and Human Services
319 Cbapanoke Road, Suite lOS
230 I Mail Service Center
Raleigh, NC 27699-2301

RE: File No.: TRS-3D-02
State ofNonh Carolina

Dear Ms. elson:

This is to notify you that the Federal Communications Commission (Commission) has
received the state of North Carolina's annual consumer c:omplainllog summary for the 12-month
period between June 1,2001 and May 31, 2002.

Filers are reminded thai the Commission will accept application for the renewal of state
telttammunications relay service (TRS) program certification from July 26,2002 and October I,
2002. Questions regarding the complaint log summaries or TRS applications for certification
should be directed to Erica Myers at (202) 418·2429. (202) 4IS-0464 (1TY).

~.
Pam Gregory
Chief, Disability Rights Office
Consumer & Gov~mmcntal Affairs Bureau

CC, File No.' TRS-02-XX

CC DOCKET NO. 9&67



North Carolina
Department of Health and Human Servicn
Dh'isloa ofSt.n·i«:r for Ihe Deaf ud the H.ret or HearinK
319 Cbapanoke Road. Suile 101 • 2301 Mail Servia Cenler, RaleiJ,h. NC 27699·2)01
Tel: 919-773·296) (VoieelJTY)
Miehael F. Easley, Governor. Carmen HookerOdom. S«retal)'. Linda HarriDgton. Director

June 24, 2002

Federal Communications Commission
Ann: Erica Myers
Consumer and Governmental Affairs Bureau
44S 12d1 Street SW, Room 5-(:212
Washington, D.C. 20554

Dear Ms. Myers:

The State of North Carolina is submitting its annuaJ complaint log, annual summary and annual
tally report for the 12 months period between June 1,2001 and May 31,2002.

Relay North Carolina has been in op:l'ralion since June I, 1991. Our current relay conuaclor,
Sprint, has been professional in following up on complaints and resolving them in a timely
manner.

Should you have questions concerning the repons. please feel free to contact me at
Linda.Nelson@ncmail.netorat919-773·29741TY.

lbank you in advance for your support for our telecommunications technology for Deaf, Hard of
Hearing, Deaf-blind, and Speech lmpaizod people.

Sincerely,

Linda K. Nelson, Adminisuator
Telecommunications Access of North Carolina

Cc: Kendrick Fentress, Public StatTUtilities Commission of C
Linda Harrington. DSDHH



Summary Log for June I, 2001 - May 31, 2002
North Carolina Relay

For the period of June I, 2001 lhrough May 31, 2002, Sprinl processed more than 1,723,855
oUlbound calls on behalf of North Carolina Relay, receiving a lotal of one hundred nineleen
(0.007%) customer complamts. All one hundred nine~ complaints were filed with supeMSOI'l
al one of the eleven Spnnt TRS cenlers. All of these complaints were resolved in I timely
fashion. None of these one hundred nineteen complaints were escalated for aclion to !he State of
North Carolina or to the Fedenll Communications Commission.
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0'"'''' 2 lor vee CalIf ... hIf phone rang 2 limes, 0'"''''
ttley pIIC*llhe call end lhe CA _

she --.d "tleIo Got." end !lOltq
nlting lor TTY and could not get e

htppenecl. She Mel to lype vco Got. bekn
raponM &om !he vee who

toY ruponM: ____ from Relay and the 1II11"• ..:I~. CA 1\IIIktlId_-....... 08"'MdMeupc:al~ 10-
20 see.tler vee__wf¥oice

and Pi""'""MdJrel8yed eal nonntly.
Ok! not~ as~t pIIny __
ups.,!. CA foIowed Relay prOOldu~.

,...

c.
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Complalnt Tracking for North Carolina

Jutv 2001-.. _of Col. • .....,.- _of ExplanltIon 01 ResdutkIn

• Ie..... """" RliIOllltion

CA kept elklng me for !he nbr 10 be c.lled and I
kept gMng lito her, When 1..1d. would repeal CA doet IlOl remember eaU. SouncII

07103101 , 10 lhelupe, the hUIlg up Of! me. Apologized for 07109101 like ASCII roU. Co' would not hang
any Inconvenience to hef and informed tIlat Ihls up Of! ivt eal.

OW
would be~ and taken CMI of.

Cu5tomel' ...on" speakkIg 10__ ...
ItIey put 1M Of! I'Iold. M of~ CA <:ul: r.- CA~ • e.r itIiI monw'Ill
oft' or herv up on me .... I am on!he" CS ItIat ... on Ilold lor a long llnW &

07t05101 • apc*lgizecllor Iiuallon & k*l~ 07105o'01 then ltle IS TTY~ Co'
Ol:IIT1t'8iJl would be~ end IorwardecI woutll'lOl hang up on a c:elIln
to c:elI etr wtlete egenI illoatId lor b1tIef ........

317$0 lnvestlgation by .upe.

Agent did not follow CU$10lTllf Inltn.lC:llont. CS CA requested 10 '9Ak wIIpec:l(ac

epologized 10 cu.lorner and Inlotmed complaint
pel'lOn but Iotgoc lOllY who \lIN

07/06101 ,
woutl be documented .nd IotwerOed '0 dr

071l)lW1 callng. CA knOWlll'lil Wall a

wIlere 'Uelll. Ioeeted lor follow up. mittake & knOWl \JItIaIIO do nPt
31820 .....

Custotnw \4I'MC that cannot rndl He Reley al
¥OIc:e nbr 100 735 I2ti2. CalIW hun TTY
~. AIeo hean:llhllt ott.. He rnidenls have

~ and IlpDkglzeclllOPlobleUiS caalg He Relay vb 711. CS
~woioenbr&nrn&200.~

c:ustorner.~ lh.t.,..

and inquhd It 711 eatl_ rrom buMIn.s .,...,. using 711 caused"
(

07/07/01 '" ptloM$ end eome oflhem _ MMMd that 071Oi.Ol problem lhat voice edt eollId be
ans-.d In TTY mode. Gaw woioe

~ p/IOnU r.-llo be P'Olltamn* 10
nbr again aod mailed 10 t:UttOfI\lIfallow 711 dialing. Abo. If 711 cannot be dilled

from rnlclentlaJ phone. thaI tile local '-Iaphona
.,....rtilIng prinled wInew ...... 1IbrI.

co lhoutl be c:onladed to report the ptoblem
and they can rout4I~.

31&&0

Ap :lIcgized for afIYlIIlng laid thal
eustorn.r~ In to~ INI~ ... I4lNl '* & thenked '* for '*

07/11/01 21 rude 10 '*..lXII'lV1'II'tlt "Mum, rou male 07110.01
I:OIM'*lU end ~lIolnl8d'" tlIal,.

Ihie cal...,.., morning • why not lid thiI in )'CU' would be paMd to !he nght ptIOpIiI
......y. and asked It aM \fIIWUd a IoIIow up

'30'
and c:ua:m.r~ )1ft.

AM tried to I'Ndl eustomer __
~ and tIna~ c:onneeted on &/27
and apologlud to cuttomer IlIet Info

CUSIOmef compl8!nlng Ulal the Ie sdlI being
10 inc::lude her e;:NtCie1 calJ'~ plen lor
het AN' ha bMn Oitlaytld and II .....

07114/01 23 Il-.cl for cab to 828-481 prdIr: tlIal ere wtilln ""..., be updalecI in !he next aofIwaq
her extended callng plan. reIN.. on WJO. S6nt-.l

prep.eid cards to use for LO cdIl1l'lli1
problem it moh9d. 1011 wi kIIow
up Wl'CUIlOmIl' In oa.

32300
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Comp£alnt Tracklng for North Caroina

? .... "'" '" Col. •

......."'- "'" '" Explanalion of R......c+on

• Compl. Compl. RlSo'"Won

~ed calIltr fof gpr , so M could

Voiee cu.tomer ~s upset lIIIIt agent
foIow up~ c:u.lomer did no! h.WI
nbrI. S~"ed to Clller If h.ve 10

(funknown) wid 001 reipllt whlllly hlJd typed
nrs we Cln Invntlglt. more0711&'01 " Customer ... TTY shld no! hlWl 10 keep Iyplng 01l1M)\
lhoroughly. Atlled if they !led I Clm

over Ind over wilen it WN ltlI agl tI1.at c:uslomet
ltlIy wiItIed 10 dial nCNr~ c:ustome.

didn'! Uno.rtlSnd. She ret agt ~. /\.1M.
~ ntw .nd CIIlI <:onIInUMI wIG..--.,...

4319 """0
Volc:e~ demandecl medical aaentlon. Supe
Infotmed CUSIllme!' II'IaIIMl tudled Ret.y -.:l

07....' "
needs to nang up and c:al911. Cuslomet

0712'eo'01 S~ offettId 10 eal 911
bel;;ame upset • nMded mtdiCIIllttenllOn.
SUpsilhen oIfelWd 10 c:alllll & c:ustOtner Hid

8510
no l/1.Inkl, swo,. & then hung up.

F~ upwICA andCA~
Itus p.atflcular c.L Said thIIlhe
c:aIIt had PtOOIem teadqJ her so
1M In*l ¥lINt was Slid -.:l
ndulSed In ~"can)'Oll_

Cpr lin lerfillI tPelIing, IIfl euAlmet~
mil" In~. CA slatId!llll.
III'hen c:aIIt didn' I.e the GA .".

during COl'lYW'SIIiOn and kepi: t)'PIl'Ig "can )'011 used the phrau"1s that, GA"to
fNd mil" At end of calIw did not Mnd the
dosinll 1M! the psII'IOl'l /'LId hung up and did not

ptOI1\Il'I the GA from the cdtr
~. during the rel8}olnll the

07/27/01 , prOVIde: her agenl ntw al the .nd. W Ju-ll:yped 07/27/01
c:aIIef did not lIM GA and CA

SKSK and hul'lll up. Outing conWll'Utlon wh1II
ISMtt!ve1y llive GA al an

CllIer wu .UlI .pealMll and had not gtven GA,
IpptoPf\lla lime. The CIDer

the opt begain Iyping to mil wIIIIl my dlUllhiet somWn..lnt.rrupted.Kll olMr.
~s NYlnll.

S~!he VCOwas on the OB
according 10 her • used AI.T 5
mactO ..t IhlI panlc:uM" macro does
noc Indude the CA 10.. CA used
proper macro In this situaIioIL CA
wi! worton~,

"""JJ050 07127101 •
JJ050 07/27/01 "

Cu.lomer plaee<l a Colli wlR.lly CA 472aF and
a male psIr10n an.wered the phone and said
sometIllnll and then jus! tiling up. AIkfId CA
WIlli the psIf'SOI\ Nid.~ they hung up and
... SIld she no Ionllet had ItIIl: 1Afo. I aSUd
wt1aI her 10 IIbr was and W _,..;I, ntw u t
c.ling 1*'1 GAo. SO I~ hung up Itld __ In (lOl t 'I' lSI wICA 4T11F• .,.

0700'" 11 bKk ftc my-e. and llot her 10 nbr and 07131101 ~ thalln IhiI calIlht N<lIiII«I
caIed RCS 10 let !hem know IhII makes mil no~lOgiWl""CA"
->' IIVY """*' CA.. *1liike __ CS
apo6oglud lor~nceand let them knoW
Ihat _ would ll,lfll In • complalnl: so~ this
c:outd • ~stlgated fuflh« ~nked them for

l letting us know aboulthe is_ and assured

~ I 33170
lthem It would be tak.n ca,. 01.
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Complaint Traclting fOf North Carolina

August 2001'- 0".." CoL' ........- Dole .. Exp/;an.IboIl of RetOUlon

• Como!- """'" ReN+"'on
The OS~ .tlout CA lIiltlng on call
and N1't1ing 10 _ a IMI whiIIlgltnl$ aWltdled
Apologized 10 cust_ and Wormed the IB

~ CA rwgardinsl talking durillg......., 21
wNl WlS going on 10 lhIy would be informed ,,,,..,, a cal and the need to give customer
flcpIalMd ahift chlnge WI'~ and would
letltle CA'"upe MoN whit hlppel'leG.

undivided .ttenllOll.

Ass\l'ed he,lI1. new agent would do IlIood

1~31 Job.

VoIc:e calef ")IS she he. bNn tyringllo ifill 10
252 nbr and keeps COI\IWICllnQ dftdly 10 Rally
St. ")'I neittlel she IlOI' the paIt)' shills ttying AM anempced 10~ the
to c.lI uteS Ret.)' ..-.d !his • the tnt em. ltIb custgm6I...,...1 tn-. Md left I

0&'11J01 '" ...."'- I ,.,.,. /let kI /let LEe for 111OMl1~ tI\aIl if the pIOOlem
~ pPIelIq 111M It mlgN be I c:rosss:l c:onlIr\IJeIlO cal the AM bed!. No
c:or.oMdlon at the 1oc:Il.,. IllOlIC:ed 111M the "'""".-.
IS ANI was~ diIJe...a lNIIthe rO she
was c;:dng fnm.. TI'&I0411W3.

3"80

TTY..-~ 10~ I~ agent hid I
ired 10 CI/StOI'MI" lor

delayfpoor~. T'I\IIIQd
bad Ittitude TTY UMI' WlS fYpirlg nbr to dial

euttomer fof t.king time 10 f't9Or'l0&1'16/01 " and WI' IIMng _ to ask fof bill opI" dialed O&'l(lo'lU
concern and lnfOlTTled CUltomer we

0Ul willie he was Iyplng lilt nIIM. TTY llMI' eli CQI,lId IolIow up if we had agent nbr.
not hive agent'. C,ll8rwil: cal back" find. nbr..,,,

CA Is blnd, he Is on • BriIhx

CA hIcf bad ~..-.dln~ the cal*". mac:hlnII. He lpologllal for any
noonYenienot he may haw cauMd

0llI1Ml1 "
He didn't tlnlsh ryplng IMA CA c:onliIued to IN c:der. He was coac:I* on 1his.1I
IrUmlpc • Ihen lhe c:allIt hl.Ing up. Apdogiz«l
foI'~.

he.. any ......,. tl;I pullhli

ISIlII "'" up and t. VIiI be astistIed
on any pilot16wn1.

""
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Complamt Tr.tdung tor North Carolina

"'"' D,t. 01 Col. • N.IUN 01 Ca'nplIInt Oo~oI ExpiInllion of ReIolutlon

• C~-, "- R,solutlotl

VCO rtIpOIlS" I am~ ll'OUtIle wMe CA
today ..~ \/CO on..-t I W8$~ ..m.n
IV- Iwn Il'lOttlet nbr to cal & .. kip( t)'F*lG
GA GA. ..-t I... gIWl; !hi nbr yco ,nd f'nIly

I typed & .. said .. !'lid VCD lind can' .....
me • hey nothing Is Wl"OtIg wlmy YOice. • ltWlk FoIoW up \fIIIf1geflt: He hid opened

Reily need, to do , beller fOb .bout .wilctung
!hi btldoe by Klivat!tlg All V but

over to VCD, i111 ~ Inl tame this Ill'
could hear nolhlng Sel'ld 1TlI<:ros

hlppened befonl on , dilf caL ThI CA dld I'IOl
and opeMCl bridge mulIiI* linu •

swiIeh II Cl\W - "- 1orgoI..-t not juIt IMl ..
notIWog Onlorner l)'PId bid!; angry

,.,,''',, , fdId 10 ISlI me 10 NJIUl: il or IltI me !he VCD
fH9OC'lM.. Agent ukIId lor

• 11 no( on~ 10 I~ .,. ocr. person
,.",,,

~,ra. ~1lJPII~ •

l'IlClIl¥Idmy"Dll..-tIhltW8$......,.lIlIottwM:l~

__ foIowing 00l'NCt

• SIIU1llon. Ilhlnll ReIly needs better traring proc:edIn. but neither Igent IIOl"

.bolA vco. cs ,...ted vee JPeu to~ II$l. IUJl' cou6d t- WlJ mponM_

to lest.1'Id VCO WI' ,,-.reI wlo .ny problIm.
There ....., • tldlnlcal ptObIem.

VCO Ic!vIIed thai agent 4284M I'IIdm~
either on cu5lomef, .nd Of on

_rill ott. cab but then lhe -oent didll' Relit' .nd.

prl)QIS$ VCO coneetIy Assl.....,. asslsIed on
cal lind dicSn, l)'plI GA. ¥iItIIn il: ....., VCO tum to
spNk lind therefore ditin't he.- .. \IOlclI. cs
~ for PfObI-n enc:ountMd

"'20
''"0 ""'..." "

Volce CUStomer WI' upMllh.t Ig8nt
(1untnownJ ..tI not rerpel1 \II'Mt by hid typed.
~ .... TIY Ihld no( ha... to kMp typing
_lind _ MIen • _ thlagc that e:wtomIt

dldn'~ Shlldagcwu rudlI.

(
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Complaint Tracking for North carolina

September 2001.- _d c... ......d_ Oo>od ~oIR ..OUion

• ~ ~ AH'*tlim

Thf,nked caIe, 101 report & a"",1Id
her thai the opB~ Mlto be
\liking 10 othel$ while pIOCltlalng

vot:. edit requnted lupe to ..II: it it was cak. "'lind I'MIr the opr wouItI be
sandalll foI opn; 10 be alowlld 10 \Ilk 10 olt*I 00K:hecl. eo.c:tled opt to gr.. lOI.-l,.,"," " whiIII~ c:aIa. 1M opt ... IIIlk1ng 10 ""'.., altendon to c.I ... it .mvu at
__ the wlla6I' !me W dlIIlIId ... _ IlIillon until both~ IIro'II
mgIng to my e.Ier diIool.~ RMnil'IdiIclIlel tNt

ew.n Mlerl W cannot "-' 18 ........
diIIing out tIwy can • he.- opt ..

a.ic*adwilhll~c:om;'...

1501

Poor typIno 6 diel MI identlft IhemHMeI to OS
CUltomet or 18 CUltomer. AlIo look IonO 1m. R..ne-d PfOOIIdUIll wICA Spokt!

""""'" • for CA to 'denllfy therTIMlvfl when 18 CUltomef, ""OIl" wi CUltomer thN Relay n cultOn'lllrVCO, nked for I\b(, Apolooizlld to CUItOlTlef
satisfied \II/INl1Olullon.and loIcllhem woukI doc:wnent complaint ...

""
foIow up wICA for ptopw ooac:hIno.

073' 'S"'..." ,
"" D9I04ID1 "

Spoke w'CA 45303 and W was
puzDIId 6 foIowed~

Custornet COlilplalld~ IQeflIl dialqJ mtn.Icboft. eo.c:tled her 10 be
WI'OI'lO I\b(. CS ThanIl:IId caW tor IIMIing us cautious \IIlth nbts. CA 1m ....

""""'" " know~ agents InYolYed c:oukl be better IIPled ""OIl" been hlvinlIlI'OubIoI wIher oompulW
in outcrlllilng ploctdura. Apoloolud for thll mornlno. Relay dr call 6 no
Inconvenlenee of reacIMg wrono nlQ. 110m nbrl. ThellllTllly hlYIl tlMn

c:onfu~ rNtino to from nbr 6 10

34070 ...
I \IOitnesMd c.lafteI~ c;:Nngie.
TN CA ... ClCltl'-=t in IIiClftdlnllIlle
~ and conwnenb to IIle

18 eustorIW IlMIId IhalIM CA dicIn, tal: 10 IN caW. TN CA not only typIId

OS ... NY CA ...~. Said CA wu,. ~ hHn:IlM aIIo Mbd for
1M GA tom !till os dille whIII

091'07/01 • EYIlIY othtf tiTle. 18 CUltomeI wu CIl'Iline
0!Irt'07/01 being YIl(bdy abUsed by !till 08

wfRellr. th<ty Niel!hll CA would talk 10 the OB.. YOiCIt. CA hlndIIId cd properly and
Iwit/lnMd cal and CA did .-ytIIlno by !til aecordlno 10~y PfOl*Iulll. VCO
prope' PfOOIIdUIIlI. calle' wal up..t beall/II "other opB

........)'1a_~ lief if .he l\IId a
Q~ 'IIItIlII ..........Ill 1I1klno" in
Illfelllnoa to the 08'1 Ql'Nllona.

"" Voa Cl.IIlOnW _ ~ that agent

(Iunknown) wid not rerpeal wbIt tty tIad typIId.
0!Irt'01101 " CUilomeI'" TTY IhId not IIro'IIIO keep ty;IIIg

_ ... _ .... hen it wal !til lilt tNt CUltOlTII

,.., didn' understand. She ... lilt ....... N6e..., 09101/01 "
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Complaint Traciung fO{ North Carolina

,
CoL."'"

.,..,,, .....,,- .,..,,,
~ofR""'''''''

• I C<mol "'"'" R...!(Ion

I witnnMd both c.llI Ind customer
wu OB IlId policy for CA to rally I~

lhit 10 IB pllt)' CA did tel c:usIOmer
oouldnot~~ in
c:onvetUtlOn.. CII PfOCftSId
IClOOlding to poky. CA u.d 10
~ II quuIIons Ind COII.,letItI

Customer fd CA 1.32 ..... wry condetcenlfl'lg
bIc:k 10 the calef onc:e Relay was

&,. CUstornef felt she didn' know if CA
~. oeYOb~ more

09/07,001 • 1844 WlS l)'ping. KIpt Isking It opr tlelld h&r 091'07101
IncI rnoAI lbusiw. AQenl dIInge

Ind got no I'l!It.pOnM. Requnted I supe but no requested and granted by lB. Supe_. Ilso requested bYt not by Ie and CA
typed~ to Ie wtIIcl11e...-ned
10 igl'lCn oe CIOIICinueclIo~
...... rnonJ IbusiYe~ Il'Id
\'\lIgIf~ CA typed
...... )UlIilll hNrd 10 c.Itt 'IlIlIt rp,g
10 t'IdiNd~ 10 the CIIIr.
oe becIme~ upset and..........,,..,,.. 0w07AJ1 •,... 0w07AJ1 ",... 0Ml7A:l1 "

(
IISStond l';UStotMt IhIlIt was
CIllACI ptOOeIdln 10 Iderltify cal a
RMy lind Dently CA It agiI.'ling 0(

cal. I NId I would like II the no
veo Qlstomer was UpMt IhIt CA did not Ind fotwald 110 ItIe ptapIlf stI1'f.
idlnllfy thlmMlves or Relay to her on I veo to Th,nked Qlltomer lor bringing thls to

(1g112101 "
veo c.'. ea. Just ItIrted "llelktmom". At the OW13101

our ettentlon. ••• C,llICIand spoke
end 0( ca., Ifter voice IS disconneded, VCO wilt! the customer. Apologized abouI
eg-. aked lor ttle nbr. CA PYI her rO" ItIe Incident end expIalned tIIaIltIe
tI\III tmI.. Cua&omer WInlS IoIow up. sup "" c:oac:tlId .... agent 10 __

ItIIII II: wi not happen eg-. in the
MIn. TlIIrUd IN~ lor '*
..,. 10 IIIpOI'I her CIOnC*n. A leftler

M.

an

CUltOlTllr called In to ..y!hlt • took Itleaft 2 FoIl7NId up 'o\oi1t1 CA. CA ,tiled thlt
mini for egent 10 get her mag' from her volce IhI WlS no. qule' fltlliilr with SlAM
Ins tnICh Ind she 11)'1 this it )utt too long II cal proctU 10 she typed "one

OW13o'01 " she don not N1ve .. day 10 _ for !hI1gelII OW13101 momenr •• end hid In lUll sup
10 do ,..)00. CS epologlZId 10 customer lor aulIting ..with !hi cal Thus the
~ Il'Id halmion end IJQ:IlIInId 6IIIy of thI cd ptOC:IINlg. CA Ills
#lith agents Sl4lI would be IlMMd. ~re'".dlntt.~....

303..
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Complalnl Tracking for North Carolina

,
COLO E:c*oliltlorl otRefotution... -'" ....."'- Do.'"

0 I ComoI. ComoI. --Customer compIti.., lNt CA (no II grven)
didn' follow~ to pfooeh Ins macl'I ApoIogiud to customer fof
~trirnll. Clntomer waited lot S min. & Ineonvenlenol ClLII8d. ExpIIIned

0III11l101 '" received no flspon$e from CA. Cu.tomer h-.d 09119/01 thll ...... coulcl be I bettet ISilstlrte:e
to hll'lg up Ind cal bade on .Iveral OCCIsions when CA nbf Is gi'Jen. Sugouted
The only lIIing eu:stOO'\lt reoIIvecl_, phone customef doc&menl CA nbr In future.

""
ringing & IfI$""c11 pqyfttj

"" OW1M)1 3

"" 0llI/1M)1 •
Reoenl eIIl tIYu 00f 1619f AIked Oll' 10
reu- tl\SGS- TYJlWllI undur. so lsUd Oll' 10 "PO'Ogll:ed lot~ &
~ MktorIey Ituu. f)'PkIg stopped. WeiIecl ltIenQd~ tot fMlClbldl

0!U21101 , lot ruponse Ind never~ one. Nut, till DO'22J01 Infonned him IIIalltle QOrTlPIainl
called mN apr I!ll104M & asUcI fot s supe_ would be IPed to eppropr!8le CIJ fot
Wlited 10 mlns wino rnponse Iller IOefIt IoIow up wfopn.

me
typed "one moment pis"

Apologized Iol' hXlli.enierQ '/NY
n.ve elllIMd and USUNd customer
ItIIt CA.. be loIo-ed I,Ip and IhIt

Cusaomef stItIId Iht taee/W<l • CIII and
CS"~her~oIloIow

~~ 'Thec1I_ no grlltlng from
up by phone. ••• Cskt ..:I ...
wItIltlI custornIif. ApologIzed ebout

DO'2"" • Relay She ItlIn IYI*I GA wtllCtIlht waiId fot ,..",.,
the opn poor petformMa. EJrplIlned

• whId Ind ItlIn .. 01 sudden _y stifled. CA \tilt ItlI sup l'1li COIChed !hi opr 10
did not prcMllIlO utlli end 01 ell. be _ 1IfIPI~ fot fil;omlng VCO

cab. So lhIl • wi not hlppen eglln
In future. lh.nked the customer lor
shlring 'IOilh us. A lIfflst A.M.,,.,
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Complaint Tracking for North Carolina

October 2001,- """ .. Col.' ........- """.. ~alReeMAIon

• CompO. CompO. IRuulJtion

AM ClIIed Ind left mISSIQe on Dee
10th IpoIoglzlng tn.1 the,. WIIS
probllml within thelysllm or net

CuslOrnlr fI9Ol'Iell probIImI Cling nbr tIw worlllhlt the tKh c:ouIdn' IJCPlaIn
why !he~ IxpetiInoId lui

Relay and opI' gellluI buty or regular bwy
buty IigI'IIII. Could bel locallQ1lO1101 29 ligna CS fIlIl* lest calIlnd got tIuIy IGf\Il 12/1CWI

~hld IIId Il'lIIfed TT10431n11.
~ .....efI __ rnQleIl

call to U1e ANI"-~ !hi
Cusa- Mquam foIgw up from NA.

c:ornptIlrc lew~ IIId aaw!hl ....
mging ,lull ... IISkId !hi
10 cal IT'll uaing my 101 he .. r!hl
problIm II ttl going on.

3120E

TTY IIMf ..., that they ClIIId~ Ind nlted
to dill I ntlr CA I3&4F asQ<Ilt.-m to hold and Opr thought cornputtr frozl up al
never came back. The CA hung ~ on them. IhI \OIOUld IIIVIf hang up on

,..,." • They .....re upaet bleaUM u.y ... that was ,.,.,., euJlOITIIl'. ReinfOfOld to opI' our
11ldI. I Aid Iwu lorry Ihat llappll'Mlc:l and thai I t:\ISlOfMrS a!w1lys COlTII rnt . I/lI
woukI do<:umenlltle~ Iltlen had our ..-,... CA PfoceI!hI c:allor tIlIm.

'flIarIq<f CUItOIT'IIl' lor c:alkv ..-d

~mott. c:at.<I to repon IhII
IoId hrIr It-.__ PfoDllmti

'0103'" " daughter In NC Clnnot INdl~ and getI '0''''''
M'AnwIlec:h~ not bIlng

l futbusr. .. to dW aoo ntn. Sugg .nld
llyIng 71,. InformId probiIm was

3128£ bIing 'NOlUcI on.

Customer '- receiving I lot 01 glrbling c.Ded Ind left fTlnN\1l wkIl my
meslll;" "om I1IlIy. II hal bien Illppening nUtnber 10 ClD IT'll bide II'tIle

'''''''''' '" recently. She rKeivel till greetftg mICfO frorn 12/17101 IlIIbing problIm II ltil going on.
the o::mc>Uter bullft1fthal'~ II CaIIId again IflCIIIft Inott.r.... gatbIId. She 'II'OUld like I cal bIc:k. ~ .. no cal badl.

CuItomIr IIlrying 10 cal try~ buI wtlIn
!Ny lrin 10 c:onnId; to IhIIUTlb1r they get I
fall busy _rla'-' Culton- N)'S wtIIn shI
dialI dn<:t • goa lhIough .. bullhrough,.
• is lut bIlsy. HIppenI~ InlI no agent
numbIr to provtdI. IlNtAcl the eustomIr lor
CI~ and aploglttl<l ..-ld told her I '#IIOUl<Ilnter CaIlId M'iee and I1IlchI<Il rIOOtd'lIIg
I tnlublIlk*et. She liked that I try to get II'IaI the nbr hal been disconnlCtld

1Ofll101 29 thtOligh. III did gellhfOUlllllO IeIVt Mo, name 12110101 or II not I working ntlr. ltiIcI to cd
Ind nlll'l\blf Ind tallhal pettOn 10 caillier riI VRS ruchl<l IaIT'II~.

IlnoIIhi wu IItIIble to feadl tnII pIfIOll Not lbllio IoIow up wilt! CUltOll'llr.
herMII. Ill*l~ tile number dhdlr from
my desk and got ttvougIl. n.n Ilted c:dI'lg
tIvougIl NC ,., twioI and got AZ agItlb boIll
Ilnws. s.concl tmll abd to agItlt to place
1M cal and they __..10 pIA 1M eaI
ttwough 1UCCIIIIfuIy. n.043e0751

",7E
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Complaint Tracking for North Carorma

... _..
Cal. • .......- _..

~oIA .........,

• """" """" ReIotlltion

Ct.IJlomer said die IIIrM~ gpr ... Md
lOday c:oulclllQl~ hI1 and IOld '* to Cdtd the nbr IVlioIlOday•• Just
!)'pI the number atld instrtIc:tlant ...mictI ft
"'*" to do woce IhI It uMlg • vee phone

nng.. The c:ontId Nted thll #Ie
lD.'11/01 , 121101'01 number wal from • ply phone booth.

IIOt ttY WIlen IlMt failId to !)'pI the Info ttle opr
No nOr fJiven kllollow up, Not Ibie 10

hUI1llJ lIP 01\ ller. Clt.r Wlrlll Igtnts to be told
veo phonu .111 Un.lb!l to type .nd III palienL follow up on ttle contlCl.." ~Ized to the cust_ for the InconYlenot.

VolcI cu.wmer WIS UPHt WI Igtnt
(~nknown)wid IIOt rtJ(peat VltIIllly hid tw'd.

lon 1/01 11 c~ lei TTY shId /lOt n- to keep typng
_lAd _ wtIen • WIS lIle • thIt.... didn' urderstInd She feI ...... NellI.

Cusaorner _ upMI: lhIt CA 17ll6F cui. '* 011
Ind ..rused 10 IoIow her Instrudil:lM In
tepUbng to ¥oiI;e penon whit ... Aid.
CUIlIlmIf Slid Yoice pwson.. liard 01

CA foIowed conwct~1on2lO1 , IMItmg and~ uncNntInd her I lD.'12101
Hlndlad call pRIplIIty

1POloga.d b iI'Ic:onwniInct and lnlormed
customer 01 relIy polley 11111 CA can' ~at
wNlt It 1MI.1d by I/CO. Clrstomer MId ok and,... ""....."".

rlam lead apologized to tile
TTY user Wli c:on<:emed tIl.1 _I IUpervisor customer for the dilly and ofI'eIwl to

1011...01 "
discotlneeted Ilne or ciid IIOt conned ltMtm 10 It)'

1011<UOI
!rInsler the ell to OSO. C.a.r

directory .SJi5tan(:e. Customer did not hive ttlI ~. I IIso IIlV'1the clftClY It)'
IIIl'M of In. supervisor. number lor OSC then nnaferrIcl the

11St2 '"'-

o.a.tomer edIclln and c::ompIIlned IbouI '""
IgIIl'lI: saying It\It this~ ..... ,.q ...... ttle
wttornel' Wli typing Ind gMI1IIJ Info Ind then

AM atteqUd 10 c.a ......... li'r.-
10/18101 , tile CA hung up. Al +J wI 10 tile~ ...

12t17JOl Ind tIMIrI_ no __. Not IbIe to
tile ~1ClOlI""'1ClI and... tIIIt. CA shedd ..-_.
noc III tude or hang up on lhIm. 1rIIllrm.l1tllm
lhIt thI CA would III ClCIIdled on ttleM tnng:s.
C\rston'lltr ;lve IIIfne Ind IIUtTIWr lor IoIow up.

18111
16111 1D.'1 &'01 "

veo cultomer Is not~ ""y ellls
IV'Inlhougll they .r. sllowlng up an the elu.r
leI. Customer hn to ell the p.ny b«:k 10 get Clu.d customer to confllm. The
the cds to go through.~ would Ib this problem Ills been IlK*' and things

1011lM)1 " ~ to be fixed by MondIJ and wiI ell ,......, '"'" to be fine. Thanked customer
b«:k to verly lI'III • Is Ilqd or belnliJ WOIUd on fof patiMoe and tIbd • bI on tutu,.
or'" .. IIIOlher c:ornpUinL anIormId oub8xh r.rentIln '* 1111..

tIIIt lIliI would be IlIPO'1Id to ttle *""
~.l,l) 10 begin WOfldng on tile PtobItm.

am
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ComplaInt Tracklng for North Carolina

.... Dolo .. Co< • .......- _..
Exptanation ~ ftwol'!tiM

• I Canol. C<mol. R"....&n

\/CO cua-~ bKauM ~ ~ mddlI of
her QlI-.tlw1g I\lPC*'*lIO tile voa
J*14l'I~, hear Ihem " hur'lI up,..,..,

" ApologIZed 10 the CU5lomer lot the IrOubIe iIIId ,..,..,
~!hat tile CA I'Iil. the wrong button. Told
the ell'" Iwould review 1M coned procIdure

1035 wtiI the ~nt.
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ComplaUlt Tradong for North carolina

November 2001(
.~- Oltll of c.... NIl~of COI'r\p£Ilnt 0.0" ElcpiInIlion of RMolutlon

• r~ Con<l RISOIlllioll

Spoke wilt! c:usternII'~ her
~ LD c;;anW s.... hid I
speeiIl cdng pIIn otret.d by AOl
tMI Tdl.C:om, Checked tile COC
ctleddist..• tIIl..com Wli~MIlt
I Ietlef liking for I biling 19r.-ne"1

Thls He tty UMf 1N.ltlted ttIIlLD Clllll lhru Ind ~ III pending rupoIIM from lhIt
uy hIYI dilliculily PlliI ttvu • oftetI gel phorle oompIll)'. Explaned thIll' c::anIetJ

11/050(11 33 c:cn'OPIIlY ,_dillg uyIng"\'OW LD~=01110101
I'.-i kl do I balg 8gf.-nent wilto

bHnWImp~.Cwlomef lhink:I Spmt 50 lhIt c:.-. can • c:aniId
• __ probIIm becal-. Sprint II most ClftIn Itwv their nMwOIts and IN CUIIlIn*
used on I1IlIy cal c:ompleteIy unchtood. Howft\W. the

CWlomer hu c:hangfId her LD carrier
bIc:k 10 Sprint beClUSI .. dldrtt .1
the previous cairlers CIIl&rlg plln.
sn. Is oow hippy being I CUllomef
of SprInII9Pl wilh betltr discounts.
I Me fIQ nIiIId to IaIow ••

.."

~ _llPMt ""'"~ tuOe~ Meot wiltl CA and she Slid IhItand opt nee CI-"'; _ I sup when she asQd
outbound Wli WPM! will her

NOIIlI~ if F cpr g_ lief COfJeQ opr' ThIs
be(:l;UM she typed _rytIIInQ 10 tty

0Pl" was c1e1Ctlbed I' ~~I'I\ lind rudl. Told thlt _ helId Ind II: happened 10 be
111OS101 17 the CUSlornet lNllhls was unsccepllbll 11113101

clia~l'iing *l'IafkI abo\A ~1Iy eaI:s
~ IIfId will~tl furtholr. CustomIr thIl outbo!.lnd didn't ¥NIt lypId.. CA
lIppf(I'o'ed and IIliIf*I wiltllhil. Did infotm the

WI' defining her tole .idfolIowed
Q.1IlOtlW ItIM apr" Ip~ heIId III
cty _ upon OOlMIeditIl .. --.".

(
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Complalnl Tracloog for North carolina

""" 0.10" CoL • N.ru,. of CompIIlnt OIteof ~n1tlonof Ruolutlon

• Comol Comol Rtt-o''1tlon

~ RHdlIclItle~ Spoke
lor mote than hill' hour18lI~ ltIe
InUi l/'I.t incomplet. greeting lent 10
lief maehlne wn oc::cuMg only from
MinnetOtll eenlaf .". ~18d. I
~ IhIl it has IIIppened It
T~ end DI)1on <*1IIn IQo IhIl
mI)' IJlow lthat~ was IOl'l'lIItIq
wn:lI"IlI wiltl the cwtomer'. rnachkMl
ot '* ptOCedure l"1'li)' Mw been
~ Her machine it more than
eleven Y".rs old. Howr.'Ir.1he 11...

c..- • IIIWlg probiImI~ wlb rtJIIy
informed rnelhlt it ~. been finally
Iiad In mD-OIIoItnbIr and IhInkedn.. flICIaI"Il problem de1oellpel! InCIw ...... UI hIWIg it~.I.,.not lin

11'o'wl ,. tIC*iW 1M RIlly~ 1IIKl'O. I~ *gl! .... ,".,,", how' it tIM been tHOh«l buI it wn I
lot l/'Ie problem and lit '* know !I'IIIllfll'lll.*l

good Ihlng to hNr about 1. a..... theopen ITT' 00U81183. Si'Ie abcllO be
conllC:llId on lhlI I'nti-lg, of t

eutomet my 101 frM nurT'btt 10
contad me if II __ hlppen aglln,

She mtnlionlld U'IIt W ite~
_rnIChine anyllme lOOn. TTtaU.:
~ wiltllhe CInlomet on thlI
__ and tIMl-.l test cab

midi 10 .-.:t from Itle eustomIltmi
1M .-'lId tIIIt greeting maao.
Noticed w IIId 11"1 lutD tnnSIVI
wtwIn conn&etlng. I hl~ tM
Ql$tomer to tlllTl thit orr.nd 1nIdr. to
... It '* ptobiIm ItiI exist. She wa,
~ lor the cal thought IhlI
~ was ftIecI. ShII ...... '-O kMI

""'" mel wllh 1gent • aglnt rec:l1lI call
C\IIIOmer eeme In to CS~ I whefI euttomet~ I tty nbr.
III1pbone nbr.l dirwctlld!tll CllItOrl'llr to cal Agent Mid w didn, n..... th8I~ te

1111l)'lU , tHy and ....~ 110 call OA for lhIt ~unt.
11112101

and liked euttomer It It.-y-*d
The~!Old1M ItIIt abt~ hid~ ..W'IItt cs. CuItanw SIoId )'N.

~ ID 1M,~ Mid 1hIt)'Oll IIfOVlde ToId~totry~OA""
1SIiItInc:e lot phone nbtI~ I th end If ItIIt didrl, 'Il'Or1t ID trans. 10

"". OSD.
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Complaint Tracking for North Carolina

-i=:' Col.. .......,- I, Dolo" ElqMnation of R"<+clon

• """'" PMo''''k'wI

Customet welt I,InrYWSlty a'" on beh.r of •
deaf~ on CIIl'tlPUI wtlo __ hhing Sup pI'Cl\'OId" nDr WId "JW"ted

trOlbIcI~ edt thlvugl'I rWy Customer
ltIM~ c:ontaet US LEC d!OIlI

explailled that tnt nbt 1M! ... cuttomer was
1M aIM But wp did MY ltIM

~ Jotm _ llOlltlowMg up on IJIe~
c;:uItOmIl' c:ouIci cal hI'n wilh any

comPUter n.en'" •ptObIIm In Nt iI dill
IoIow up~. Sup .aao ttaIed

nee'-OW ... CUItIOrtlIt to lIM 1M ATT biImg
ltIM .... \IIIOUId disa.Iu the ptoDlem

11/1W1
1M! hMl~ been Me up • ~..oItler

WIth our -.en and gIVe a.JStOlT* •

" pcobIcIm In thIIt~WIltl the processing of 1tn3l'01
a_ bedt. Sup -'10 luggnted thIIt

a LD CIIII Nt"- QISlOmW 1'OUCIllety~.The
cust_ speak to CS abo!.I; It.-

outbound WOIlId od'f eee::ep: CIIIIll1al-.
Is..... CIJItomlW~ this option;

identified SUP'~ thIIt the reason relay
"" NId hi /'lad alrudY spoken to CS

c:omputer WIll Iilowing llXlI: llXlI: lO:XlC lnItead of
and lhatlhey tcad bien ofllmlted

llXlI: llXlI: lO:XlC __ dIM to the CIIfl'IPUS IJIlng 800
1lI1p. Sup I'I'Yiewed Iltuation with the

tnJnk ..Nlcethl'Ollgh 800 US LEC. Once US
tech. P10bIem WIll al sup ~SPeCWd.

LEe received !he ampul a" It fOIIted i1to 1,11
Sup ailed customer and 1111. an

under a dllfel1lnt nbt.
,xpllnatlon on his alii Inllctl•

.."
CA did raqunl .up whln MlllIad 10
do ao InIm VCO _. veo lIMf

Inll)' haYllnltualy ...... lor~
.m.n Ina __ llOl open tor CA 10

VCO _ fMaoad c:d, 'IOIr;:iI par--. said lhey
IlurVCO_~.CA ...

tcad another cal and wouIIr:f CIII them badt. The
~ 10 UIp VCO ~""",,_lhat"

.... nawt a.( out and c:ouIci ... badlgr<uId
did not diIconnel:l WId c:oUd

souncb on Ina. YCO MId aha klId Illa CA to
hNmoisn In Illa~ CA

~ ( Ina. CA ..nee diKonnact Illa cal,
__ not ...",.,., to diIc:onned WI

..ad Igt sup '/CO MId that shlt tcad
0C*l1na and did request a sup. Sup

bMtIl'w::Ildlng on IN .... for 20 tlWI for a sup.
illfonnad that'" daciIon to /'lang lIP

Sup did diIconnId ... cal par VCO~
lint hMllo '- wilh the vco us.- The

she Mid ... CA IC:f.-t up Illa antn c:aI and
CA IflougIlt shI was I'w::Ildlng fgr Illa

didn, gat a aup 'Il4Wl inItt\.ItUd III do ao and
'IOIr;:iI penon did not ruin thal ...

11/14001 3
IhoUkJ have disoonnec;tIad ... cal when shlt

vco wantad 10 speak 10 Illa .up. VCO

heard ItIa voIclI paraon Ny aha would c:alI her """'"
tIlId sated ll1al a _ ..-cdinQ a Ir;II

baek ~t.. ApoIogl:zad to lha \/CO UMf lor any
ofltllll' In Illa middIa 01 ... 1M cal

probIerM dumg lhiS cal. lnfomMd 80 !hat lha
the CA __ sanding Into 10 the VCO

CA an not aIowecllO diI<:OMClan open ....
us.- (holcilng...) ( TV In badcground)

wiInoul IUP approval or CUltornarllllir'9 tnem to
(pMlpla talUlgJ wNIa ltIls~--

hang up. Howevef " till CA /'lad gotten ~p
being Mnt It 111 llOlllO"lbla 10 haar

lnbeglnnJng a_ would nol have held lor 20 min
the veo u..... Ca~ht lhe handled

and did apologlZ' for this and informed that Into
aP 'ppl'opriat,1y and did NqI,l"1

had baan documanted lor follow up. l1li0
.u.iltanoe lor both the YeO Ullr and

CUlt(ll'lMlt requalted a foIow lIP a' to make
~min the OPtn OIItbound

lur' lhiI was dUll oMth and the I'Ul,lb.
hAM; R,ached the CUIt(ll'lMlf.
Spoke lor mora than half how
regarding the inua ItIalln<:omplate

grilling MfIlIO "" machIna was
oc:cumg only from MlnnnoCa c:enlef
shI staled. 1~ lhat It~.~

m.
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ComplamtTrackLng for North Carolina

..... _of CoL • ......,,- _of ~ofp...cion
• Canol. Canol. pwo"....

NJ.. Readied In. customef. Spoka
b mora ItIM IIaIt how regarUing the
issue t/lM ilClQl11Pletei~ ae~llo
her madllrMl WIll OCCUMg only from
MinnflIOta callier lhe laled. I
expllllned that k h.. h.ppaned el
Tucson erld o.ylon canters too thel
l1\li1 a/lOW llhIt lhIora w.._~

Wl'0Ili wtlll In. Q/ltotnal"'s IT\ICtIN
or I'er prooedUl1l m-r havoa been

Volol CUIIornar was upMI thll agent i'Ioon1ICt. Her mac:hina II more ItIIIn
(AlIlknl:JM\) VItd not ,.-pall ....ut Ily hid l»*1 """"')'HIS old. HowaYar. aile hQ

11/15001 " CuIlonw lei TIY~ not heYa 10 kMp lypklg 01....., inIon'nad me that I hu bMtI r..ty
_ and over wtlafllwas tI'la 'SIt that roc.cl ~~ and Nnked
Iidn, WIdanWId. She tal llglwasl\lde. III~ I aoMd,l am not __

how II has bean~ bull was e
good Itli'Ig 10 Ilaar aboulil. GwI tile

artorner rTI)' 101'" IVT'bar to
oorQct me r I """ happen agan.
She mentioned Nt aile II~
_ rnaclIiM an~ IOOl\, n
rasul: ooutl not reproduce Iha
proOlem. Need Iddilionallnformation.
did evslomer receive IllY~ leXl
prkN 10" voica or trPa GA" ?

...,
Q.Istomar N)'5 -vent did not respond ne.- and

Out bound hung up~ t)'I*llo
ilbcund -.In bul nbculdof c:d. Sab HUd IgMII wtIIt was wn:xlSI bta
_~.-pt3x'l""agantnever raspondacllll ... CUa&orrw uya

~ LD ed lind do-. not w..c 10 gal:~
Iha1 asked _ 1011 d wiltl me11vrd

H/17J01 • LD len lor~ on~ NPIy. Says__ 11/17JOI
_ rou adIlMte and can 1011 rud

my Wl"Iing1 Ca '''''lOnGed __pn..
gats any NpIeI from CS whWI mIka

but~ Ily could not rud
oornplM Its.W~ 10 korlw wt\IIll'Iappanad.

'-n. ,.",. P'A up MMtll-sl but
Told CUIIOmet 'IIIOUlcl foIow up wiltl~ irItlounsI~ hid hung up
and put evstomer In Iouetl....tltl CS

bafora aUillanca QI'M.

"".m 11f17101 ,
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Complaint Tracklng for North Carolina

- -'" ""-. """"''''''- -'" El;ItanIItion 01 R....cm

• Como' Como' Retollllion

AM: ~WIed Iile Q.I$lOlMl' S90U
lot ITlOnl ItIan hal hour NPnfll'lg !he
iuue that Inc:ompIN greeting UI'III

Mr~w" (l(:Qlring only &om
Minnesota c:enlllr W IWId. t
IlCpll:irled that It h.. h.ppened II
T\lCIOf1 lnod Olyton Clnt',. too !h.t

CultO!nlr called 11II~ w II I'IaVtng problernI may .now un.t u.r. _ IA:WTl6thlng
with cablllat corne tIvough thlloZ. c;tr. She wror'Ill wittllile CUltom4M'"l machine
ItlteI !till '/Idlen the mKJO II IUppclI«110 or her prootdUftl lI'IIy IIeve lIMn

111'2Ot'01 " come aeJOSI !till !hi eperll nbr II nQI: CDl1lrIg ,,100m~ ...., tn«:fllne II moAt !hen
aeJOSI. TWI gnIy~ wlltlllQWll nbr ......" yeats old.~.n hIS
urtlng WIllI" CuIIomet II IIqUUtlng tDIDw • ntormed 1M !till I has been findy
on IhII tldlluue.~ c:uIlOlI* for~ Add in~ -.:l ChIMed

lIS hiving l.alwld. 11m not awe
no. I hIS been N:SOIWd bloll_ I
IJOOd !tWIg 10 tae-Ibout .. Gaw IN
~ my I0Il_ mmbef k:I
c:onIKIlM il' it _ "-PPen IlJIin..
ShlI me"lionld IhIln II expecting
MW tn«:fllne~ ICIOII•

.."
CUllOlT'llrm~ voloe 10 tty cal. CaM _
all90L 20 min long but lhould ha.... been no

Spob with CA .nellhey aid
lTlOnl!hen ftve. A;em Wli very aIow. CuItomer

eultomcK lefIlMd to pace .nel
llIIted w could only ..y .. wordl or 10 befMt

Ietualylncl'...ed IPIId ....tIenIgeIIlItopped her ...;rn "onI moment' .nell!. PfIOId. said _ doing bill; could do
1112WOl 7 ~ would hro<e to f'IPNIl one or two 01 the ,.....,

by laying 0lIl moIl'lIIlllo kMp upfour WOlds. does naI WIIIlI oIQeI'IC In~•.,.
• CUIPnI>I. Told CA to pICe

.... II normal)' YelY good juIl wam.d sup to
~. TMr*Id CUIlOmII' and .........' for

II'If)g(Ny Ind ... for ITlOnl WOlds
~~infulln.

~lClOIj....IOI. 1nformICI.,. would be
COIChId. eu.tomIr ...... no~ up.....
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Complamt Ttacl<.ing fOf North Carofm8

- -'" CoL • Na.... otComplllnl -'" ~ ot ResokJtiofI

• I Canol Canol R"ohWl

!AM: Readwd!he~ Spcb
~ I'l'lON than nIlf hour~ing tIM:
issue ltIJl ncompIt", gflletng sent 10
"-rm<t~Wli occumg only from
MlMeIOW c:enutr she 1!.I1ed. I
explained thllil hal hlppened II
TI/C:IOfl.M 0')101'1 cent.,.. too that'
mty thow ttMI thell was aomIthing

CustllnMlf corTIpained !tilt she gI~ CA from wrong with !hi ewtomer"l IT\IIctme
"our Ir.." W hal oornputet pIobIIms IlI1'II1I or her pl'lXlIdIn IT\IIy ha....*"
IhI~~ 00eI not eomI ltv'ough. She 1nc:otTIct. HIf IIIIdIlnIII men IhIn
NJS IhI has~ In lMmIfOUl c:ompIIillb .-...en yNfS c*l. HcIweYw, IhI has

l1f22Jl)1 " ~ bull is Rill not a-d. ShllfIIIOUkj lib 10 "...., irIJormed ITII trill I 11II bIItI tftdy
,..... IotI'IIOtII c:d .. oncIlhI problem is IIllId In~ and thanked
ax.d. I Nld ..... Inform IhII1dt d IhI us tIrring It aoMd•• .,. lICIt awe
ptObIIm and ,..... him gil bid: 10 hit as soan hoW it hal bIIn I'MOIwd but it _ •
" till PtObIIm II bid. IT, 04S32111. good IttIng to hNr IIbl1IIt. Gave u.

QltMWII'I)' 101 .... number to
tlI:IfUd. ITII II It ....... 1IIIppen egain.
$hi I\'IIInllcwIId IhIt wll upec:tlIlll
~ mICI'linIlnytWnllOOn. IT
result eelled till ClJItomer and~
10 her ,bout her probIIm and _ will

be wotlIlng togtl!hlf to rnoMt the.....
,..,

Page 20 of 32



Complaint Tracking for North Carolina

......,,-

,..,

1

CUllome, uid CA tIad 100 many apaon, lOOk
too long to ...rt typing wtI. tile 08 Nd and
• dicln1 get Ihe InitiaIlIrtJetftg wiIrIlhe CA'
sr. MId. WlIII't c:oI,lpIaIlliltg aile jus!
Wllnted 10 make us IWIm 01 tile it-. &.
uId • ha IlOl beef! getting IN~ gI'Wing
whItn .,. cds N dnOett OUI' dr sr.-a a
IedlIO CIII '* beck Mel foIow up on 1M
~ She idir:::aled they "-",, Gone tIIIt
beloIe AI +g•...., foI tM Incom....... _

caUMd '* and Iolcl '* 1-*1 docurlWlI '*
~ and Ide~ aile would lib a foIow
up. TT' 045S4740

~, Read'Mld tile orIll:lmef SpoQ
101 mont 1Mn hal hour IegIIIlf'IIl\l tilt
luue that nxmplelt' 1iI'"tW'Ig sent t
IMlf machIroe was oocullng only fIOm
MlnIles<M ClIlnler aile Slated. 1
explained tnal ij MIS I'IIppened .1
Tucson.nc! Oayton centers 100 tI'IIt
may Ihow tlh811htle was -.omelhing
wrong wth tile c:ullomer"'s lTqehlne
01' her j:lrOC*IUI1I m8)' I'I8Ye bMn
irlc:orTec:l. Her "*"- .. mont ttl&n
-..en 11''' old. Howe¥er. aile nas
IrIfom1ed~ lIIIl illIas beeIllindy
ftq(I in~ and thanked
us tIaWlg • .aMd. I 8m not SIn

how I n. been raohoId but I wu •
good tnng to hullboull. Grra ItIe
e:utorner my 101 .... IlWI'ber 10

0DIUCt me r I """1'IIiA*'l1gan.
She~ Ihet'" It axpe<Dlg
MW madln. III'Iylime soon. TT
In4JIl: Tech CIfJnOt puque.
resollrtiGn 10 thlIlSlue wilhoullhe
customer', numbtt, .,It i$

Ir'npot$ble laO which ItIte conftg "
being loaded without an area code.
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Complaint Traclong for North Carolina

December 2001r
.~""" I::.:' COl.' N.llIfII of CompIIInI Do. '" Elq)lInItion of RMoIutlon, """" Resolution

eu.a- allied till! .,.. tJJ*l1lll wtMtn k
was • enid vUIg ~ Word_" IlOl ... on
the ca" 1CtMtI. I olfeted Ihe poullRy 01 liN

''''''''' , ~ for the IiPPfian<:e of heI. A$-.cl ''''''''', CA foIowId CCItNCt P!OO'dUrII.
ItIe CUIiOmltr CI tFf*I~ ...-tIItI'Il
and lien was no! on the CA'J KrIIen. olJeted
follow up 10 tile conve,..tIon bUll'1O .IfIrm.i!lOll

U" WlJ given fo( foIow \/p.

CuJlomer said he diaIIocI411 3~ In • """
«ld got 711 eICtllme AI$O has /'lid JIITlfI

Hot..10 cal the l;IItlOmltt dI.- 10
pn:lblIm lor ...... it IIyIIIg 10 gel 0.-. and

incomIct nbt writ1en on the form.'''''''', 211 kMrpI: gefting relay IIOId twn 10 try 5551212- 01/10102
Tritd cIiftwent~ 10 IQdIlhiiNot • oomplaIrll JglinJt the CA who I'IId !he
QIS\OrTlef wfth no kJdt.cal. CUllomer would Ib sorneoM to get bid!.

166'
to 11m 10 ,xpllln the problem

~~ #lit when MIl call; 10 He
rela)' nbt m:m '* IlcltM to lOa lOlX lOOCIr. JhI
doeI not ,.... the I'nl pan 01 the pebng
from Ihe relIy opt She don noc 011 the~
10 nbr. but only lhIlell part of IhI ¥CO llreebng
"voice or t)'pIlMM' II'" This cau," tier 10 miss
lhe IgIInt 10 nbr. so aile hn 10 .lwIys uk fof
l/lI agent 10 give hit IhIlr III nbr. She says JhI
has IPOken to the IWP IlboUIltlit lAd to one Tectl pIec»d lest caIa 10~ 10

12'D,"n 211
IiICtl but IllXt\lrIg lias bIwl den 10 comd ItIe

1211&101
Inform '*10 tum off.ulo~

~ CS~ IIharQd the cuslomIf ....... on~. She dIirMd' _ not

lor IICtlng WI know Mel If *lltr..d lor Iw her~ 8l'ld !uIg up on led'I.
Incom..ulenc:ll. I told her I~ ...... TT 10
thIlKh if she 0CIl.Ikf pl'O'ridIlOIP 10 ntn 01
the dI' w!lIrII this hlpPlOld. She;ro"l me the
10 nbr 01 1175. 16211, 18111al.\\hIMNett.
She "lib thIl1d1lo c:ontId her and 00 some
test calli so II'IaI the problem can III raoMl:I.
shIl1ld ItIe best IlrnIIo cal ... _ II My

~. and 1nIyt!e lon'lOi'''''. rr.045l10432,....
un

ClIIe1 N11d lhI\ lhe opt WlJ !)'pIng In Spanish.
S.1d they didn' ullde,.tlnd JPlniltl or""")1 the CA said MIl dldn, IIIYe any eellllik.
opt WIt~ IMl n.n Nlif opr !lung lIP on

ttlil. CA cou6d dIImonJtrIte correet
'2Ill6/D' " !him bIIote Ihey __ IlniJhId lypInv. I '2Ill6/Dl

proc:edl.n lor~ $pMiIh
IPQIoglz.ed lot the c;:orIuIion ItId twtsalion IhII
cawed.Said I would WfM lIP' eorr,,"'U and

~

,,,. forwItlIlO ItIe cpr IWP.
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Complaint Tracking 10( North Carolina

....I:=: ColO ......~- "'.~ ExplINtlon of Reso'Ulon

0 ."... ft4«+C!on

CalIf Aid aile _ted 10~ 8g8I1I.191M_
She Hid~ IIIfClpened was th8IlNs Igel'It AQent .el •.,••• the CIII due to r.
call1KI • pfl nbr 1h81 aile v- hhl8IId IIgelll

ftIItJ.n. Agent lYPed wtIa1 he~started ryping GUIll rMId~.The nbr T1lI CUItClnw IuIg 14) wdlOUlaile g.... 10 di8l_ llllllliXllllXlOl wtldI • an
10 IN IIgM NI it wasn'lIN f9ltorder IUpJIfy InIi lot tlo89Ul- c.r Mid trill
nbr .,.. dicl proper ptoced\n I

~llt k89t Iyping obIc8". -... CalIf laid ,,,,,,., discusMd wlth lh8 ~nt the,"""', 21
she doutl-.:I cn.cs elId ...dlIIIed the euc:l pouiIiity Ihat USlI of ItIg aoonbr she pve IWn. She ._II,..1dlId IhaIltiiIi

IUflCSlon IMy II8ve re8C:htd IN fVht.1'11. be i'lIOl'Iltlnd 10 _ f he II tiIg this
nbr. fIN", had bHtIlnfotmed

with other teIay CUSlClmef She. mding in I
thlt wftIl WIt readled WI' I wronacopy of !he c:onvelNlon trInscnpls to CS I

"'"lPOlogIzed to calef Ind let Ilet know thIt I
would MIl !hi compIIflt

'"''
Voiol eu.lomfl WI' llpMllhllllltnt
(IunknOW") wid not ..rpelt wtlallt)' tIId typecI.

12131101
sent letter. no response~ed.

12/21101 21 Customer f•• lTY Ihld not hi.... to keep t)'pWlg
AI NM CA'. trlilnecl in this prOClIdu...

over and 0Yef \IrII'Ien It WI' trllIlgllhat Q.IStOl1'Iel'

dldn' unlIeratlnd She fell. WIt rude.
520'

Customcw e.a.lIln and WI' vert \IPMI from
ptIYIous cal. .. "klll'lll he __ spuIUng

with !he 1ge1lt Illd 1M IgIIIC 'IIOUIll not respondIe"~ I dilIlnfonn 11m UIII1M'"
• Nl:I~ to be I part of the CIIIInlI"
quntiorlI thId be~ 10 h It)' user ..
wIlIthIt he dill not~ !hi cal 1ft.- the
~ tIIlI~ It ID IWn Illd the ...will

- responlIlo t*n. ~ Ilk glzed ID Itae lhl 1211. MictIaieI cakl WId WIc:ustorn«__liIMS WIIlIIIIWn know' lh """'*'VI: on my __1TIaChlM.
Igt shlclll8ve IdlIreINlIIWn.-. I qlD ....,.

0212....
12115 CeIed bKk I:U~.

1211~ " .:';- (tile IgIII'lt) _ not I pin of lhe cal.
NcOidiilll tI\aI.., number lias lIMnWormedIWn II'IIt !he Inbound pefSOII. in
lIiIc:or.lIdecl.~ he left WfOtllil

CXlI'IItOl of lhe c:d. HIi dill not til.... trllIIgellIlD ""'.nbr. I let him know' IhIlWi needed lhe IJ
numbet to be IblII to~ l1li COl'ICIm. HIi
WIlItId to know f WI 1IIcl. clItIllIM to be IllIe
to ll8CIltIls (III Ind 11lkl1'lO, WI .-tid lhe
IIItnIIO nbr. Aft..- ___ 1rrI1I'I'lllt qUllltlonl
(how ...... WI" PIlei. If WI hid beMfits etc) I
Infonned the eu.tem.r lhIt 1\1 would neec:t to
.peak with In account mlnlgtr for furlher
que.tlons. I g..... tIlm Andy lIft,r. phone nbf

"'''
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ComplaInt Tracking for North Carolina

Januarv 2002.- ::.: co<. ......,,- Dolo "
EJq;IIInaItion of Rn*.....

• "-" RMO""'"

c.Ier wMn trying 10 gM ttvu ftC ,..,will her CIIlIId and IpOU IIIitIl c:uatom.r on
pel pi-. "-!he~ nbt Md va "1210210~eand .........
r."ou"91 ItIIIt MNioII'Iu flOl. been ~.- """""""""'""0'_ ,. estabbhed. or that LO .....a Ilas been ..,,"'" help~ tr. from happening
~.Opened. TT 04704178. ~~!he relay opn. thIil n

10 e:tIIkItlW lor tI'Ie~ and let was caIIng from her eel phone 10 In
them know 10 eaI~ pea III .esc NPOft tI'Ie he I\.cln tNy opn. wiI 0YMIfde the_.

LD I8Ilric:lions knmedilltely
304SF

.,12.1ll2 • CeIed and IefI. mig on her
eu.tomer hQ vertl:on -.1sI cell phone and volce mal hoW 10 help hIIr make
....nen dilllng LD Ihrough felly grits 1M AllIy cab from her eel phone by
rec:on:Iirlg.}'OW' Id hN been lemp dlilc:onnec:t«l: telling 1M opr$ thlit~ it uairlg the

01124102 ,. Open TT 047t13881 Conveyed lpology!tIN Ihe 04/15102 eel phone beforl giYlng the. to eel.
verizon wiNls. rep to the cu.lomer for the 41150'02 • Called cu.lorner again.
problem Ind III t/IIm know I TT WO\lId be Explained how 10 make the felly""

'PO""'. 1I.l/Ig.- procedure. CulOlrMf Wli
10 gnltefullnd Ipprtte:iltive.

3120F
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Complaint Tracking for North Carolina

FebruaN 2002.- 0*" Col. • Nnn of CompIIh: """" E.qUnadion of Rw+6?n

• I """"" Comol Resc+otion

During • ~nt tty k) vok:e cal. tills~sall
MId~ to the tty UHf end 8I'ld Itl8II .
ovw .fIef which thb customer Iumllll and tll:ed
to SCWT'«lII8 iI'I bedr.Qfound ..yin; an. did nllC
beIew the tty UNf AQent~ wIIat .,.

~.---'"MIdk1~. wtIen cuswner asbd I'lltf"
~ nllC b*WI .,. used • n.de tone.

02107/C12 • why an. did tI\IIl egefllldcl her • c::outdn't gM romJI12 ~._Nmided to etways UN'
~ kI~ end Aid lin. rude Ipro"-bnel end COUI't*OUS 10M
\IOI'llt. l &1:1 ilIogDclIor the .lC:OfI~"1C8 IIlMrI de&WIg .. roll.
~~ poley to tel8y~ hean:l
.-I lOld~ !he .,...,. SIJP-*I roIoot

lIP ....th the 8Q8Ilt~ the~ n.de tone
F~c»firwlg her to/IL Customer w.a bIclw...-......... 02m/C12 "
Custornef M)'S thM thlt~ _ abed the
WOQt hi 1\81 _ hid UIlng IN "*y ...,g.

I apoU to the .,.. ShI hid no
He~ has.~ good 1U+*.1C8 wtIIll J9' .... I'., of !he cal. SIIIl ....
UIlng !he '*Y tl) c.I hiI dNI son but ItIis Thought I hi...- _ IlIqIfd hi
IO'fIl: was 'IItY hIrd to~.St.. tIbd spnking too fat 011~ to kelp
'oW)' fat and wnen hi nkId Iler to~ whII In • 011 her .. of IpIIdl .-IUlld• _ uying. &he just Qpt typkIg tl) hiI SOIl

bIr &he ill~ 10 repeat the
vofloIt hI_ N)'Wlg to hef. He nkId for her to pInM l'IJII)'Id br tty. l 11Io told bit

021''''' • gill hit aup and 1M gIYI~ thI nbr to ne tty 0211_ .". OOK MId 10 c.I • aup _
liM. hi kI9l nkin& hit to get • aup 0II1ln1 and wilen rwq~ but 8d6Id tMt.-,
.,. tefuMd to do It Culton. tlalU tIIIt he • SIJP cannot engagaln~!III _ hid such ., -w::e fronI." agent

willi CIOlIIlltd«I tl) both tty Mel
bef~ and then not III .~~ even tudl • YOiOI. 50 thI~ c:ornplWQ
IUP. RCS fWPOIIM; ApoIc:IgUd JO the .,. fronI the <:II toIowIng PfOl*IUN
c:uatomer for 1M poof Mrvice IIld III t.m know by not making I1W\Spareney and by
tIIIt l would tum In 1M oomplalrd 50 thI! l typing eyttyl/Ilng hNrd.
would 1II1nw.1tIg.1Icl further. T1'IINted!he
euatofnIr lor iIIlling UI know.

"051'
AlIo Hid 10 eull(llTlef tnlll would bl

Cul:tomIIf did not 11II.....n agent nbr • He Aid muc:h ....for us 10 I'nd the agenlll

02n2lO' "
1M agent Wli 'lllIlIfTlllty rude.nd unhelpful. 02122102 we tlId.n IIltnt ntlr. HI Wli
~lzlld to eullomaf .nd Hid ......pprtdlte pl..Md with thelnt.flction. AGent
!hi k1to. doH not .klst"557
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Complalnt Tradung for North carotilla

"""' o.~" Coli Nature of Complaint D'M of EJq:lIenetlon of Resolution

• """"" COmpl. ........,
0utb0un::I person UlCI IgltnIwat rude nw I laked 10 Itle ell Irtvol\Ied end she

... typed that 10 the ¥C:O Inbound caIar. Yo:ll
Mid 1M cutbouncl ..... cal had •
bad COI'iIlKtlOi , wlIh • IcC oIltatlc.

~ I'M.lng up. Inbourd ¥C:O perwn a$kId for CA n.ct to user or tJow down pl'waH
aup. VCIJ~nd wantlod 10 know whit 311llW1 Ind on 3n:llttempt. h_nappened and asked aup 10 ell) the YOiee

OlIlbound volee repel! _thing to'*"" Nat and lor the aup to tit; to her 1 be IbII to t)l)e II to \'CO ell"'"adYiIed \IC:O c:def Ihat I could not tIIlt to Itle
0= 17

voiDIl*SOft. If I calind IS III~~ a
02J22J02 'tertIItlm II'Id !he voiDI person

18fuMd. TN~ wat typed to
cal, 1would NYe 10 be ttanIpIMnl. So I oIIwed

'ICC CIIIt and~ hung up and hadto~ ow Idrnin QOl'llIl;f the __ e..- II'Id I

got tier nbr VCIJ pefIOl'l allo UUd 10 nav. her
told 1M e. they ........ RldlI.
Contaded custonw tIIN reIIy. Optdaughter contKted It well • I*ore CI&'lt 1M
could not I'lnr wk:e UHr and ulIe<Ivco perlon. vco person give liar dlughteta
uk to have peraon repeal Callr"""" ... nfiafied ..... I'IJOIutIon.

"..
I elIplIwnIod to ttIt .....~

QlItomef 00M not ... our poley Ia lUll
tNit _ mull lUll .....j'thlIlIg

......"mlng YlNbItim Induding _If wordI and
VfIfba&n by law IlId use voioI

0"'"'" " 0",",,' inftecllon 10 reflect tM tty QlSIOI'Mf'Suq YOIce Inlledion to IKIIlnd angry Ydlen the tontl. The customet WIIS atill unhappy
CIlIef Is angry

with 1M poley. belieYing _should
rilIler out wen oonIenL

.".

Iv'" c:usIornef ... ups« Nc IIgWII CIIIod~ ... tIIbd wlIh Stan
(tunknown) wid noc IWpeIt wIIat tty had typIid.. Ia IoIow up. I IIaI been raohoed and

"""'" " Cwlomef left TTY IhId not haw 10 keep lyplng """'" going wei lot 1·21YlO1\1M now.
OYer Ind OVlt when k WIll the Iogt thlt customer Thlnked cuslOl'l-..r IOf 1Ik&lg tin'le to

"1" dldn~ unclersllnd. She t.1 lilt WIIS rude. .n.r. wi UI IVa.~.

TTY UIoIr stIIa __ td:iaIiJ MtIItl* Dr."
ReoriIwId will'I CA • CA uMd SO

ClIIl». Voicl pIt5CIn AICf 51n __ vwr rude
IIowdoW'n -' l:)'PId~ Mid02J25<l2 17 Ind~ a .upervisor. 5117F r8fuMd Itld Cl2I2Ml2 COIChId CA on IOUnding motIDr." otI'IoI disconnec:ted. ApologlzIod to TTY ........, Itld a..urad ~nl would be ITlIt with•
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Complalllt Tracking tor North earoana

(

(

March 2002'- -'" CO< • ....."'- -'" ~oIlWoMlon

• I """"" Compl. Pnolllllon

Cus~<:dtd 10 IWPOft tIOUtl/II she
eJlPC"iellOld on one of her cab She...,~
8791 F 10 plIce • cal & it all 'M midi pleQd
up ahe dldn' warn to ........ mtg. Also, if.
~ ._reel jult 10 type"ga" 10 III her

begin IpeIkkIg right IWI'/. TNtgt dilled and
I)'I*f _ phone lMg Wn tmes II'Id _ slit

ringing. When Ihe aae-~ I'll "iI"
she _1M 'lilt "go wid II'Id n.n; up. ThI ". untmeIr~ olVCO
Igt responded bye f)'ping "VI g." n.

CUItOmel' wiltI thI outboufIdevttomer .tkM if tomIOl'le hid.~,
IlI$werfng II till ume lirnIlnltiIted

ThIn IhIi ~r.c>n shI was calling Mid. )'uti. I0>'02i02 11
pldted up .tId WI' siting herI walIqj lor )'CNIIO

0>0"02 • toIlfuMlg lIlu.lIon. CA~ aD

ruponcf" The CUIIOrIW IIUd how many
cal pnlQIIS IIId proc:eclu,.. II'Id

Dna the phone fWIlIlnd her flInd Mid ii: only
IriId ,.bat 10 procas

1WIll~1tId1hen"'--.cIltlephonl

_.
IIld was wailing • long lirnIlof lhI VCO
CUItOn'W 10 rupond. The <:Uttonw ItlIIn IIUcl
her Plrty 10 hokl While .he .skId till relly
I\ttnI Why the typed lIlIt the phonI rq .n
Jmn: and _ Iti ringing ""*' tier friend IIld
she _-.d on !he MQOIId q iWlCl_
WIlbrog for • rnpclIMI. TN Igl 'Md only Iype

bIc:kQround noMs bldllo lI8r suctt. "(tv in b

~.."

TTY UHr b'yIng 10 demoltrlte 'tOicI mil
IllrieYal. When the apr dl.led or,rt.he got.
rICCIfOing thII they hid _SId 1M IprinI

0...., " ~ bI,( hid no led wNle Sprh neIwOl'll & 0"'" SurN' Iolowed up c:oechId apr.

10 cal CuI S\IC.. To MI up In ICCt. TTY user
1m lIIII'Ited INIIo IUlIt..

KIr'en IIld IhIi CIDecl her~ ClOlTlPIny ~ tn.d ouI 01'
I'UchIId • rKIOI'dng .t.I~ thI~ lirnI _ !5 malfunc:tioned. GrMn ftIg~ up

0""""' 05 plut mirl1,r•••lter the CA he.1d ltIIt lIley 03/0810' lIlIt outboutld hid diKonnac:tlld. CA
dilooMe<:led the cal She wu 'o'lIf"t upseIlhey than Mrn thI "'tIung up" "*"0 buI
h!.Ing up on PIer. CAdidnot~

1145

n.CUltonw WIt~ thai. RIlly Cpr gIW
CUI .... phone • 10 IOrT'IeOM wfto lin bMn
boIhIrlng .... eYer)' dIy. $up informed calIIr No CA ••Ylillble • Not able 10

03113102 " ltIIl _ do no! give .ny phone ... &que~ 03113/02
dilcu.. with CA.

lf • was PI'SId thN CIlIer 10. Customer
rIPOI'tI w did not cal thil womIIl 10 thII

1m
would IlOl ....... tIIppInecl.

CIIIr hU pmbIIm conlpllllliiig his LD caIIltIN c.... c:uIIOmel' on rnIIY 3rd.
RIlly NC uMIg his cam. ATT ItId \IPlg In eustonw Aid lllu been INOMlci.
IUlhoriutIon cocs.. 11pOlog1zecl1O thI Cu.tomer g..... diffIr.m.~Ic

03114102 " customer lor thIi problem Itld told 11m t wld 05103102
~n • troubIIlil;:k.IIO 1M thiI tICtInldIn

prooIlI thiI cal He Is very h.ppy

'""'"tig.lllt1e Inuti. Trouble Tit:kIt
and plened with Spmt FoIooN up 10
~ thIIl lin bMn ruoIYId.

3292F 1()l)l)t1346.
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Complaint Traclung for North Caro&1a

- "'"" "". HaW.. 01 ComplIlnt "'"" ~ 01 Resolution

• ComoL """" ......".,

Cu,lomer ,t.1ed when CA g~. the GA fro VCCI
e. Mid eomplZl.r cycled lhl'Otlgh did

to spe.k veo does no! '~Y' r.celve • !hi
0JIW02 ,. rnt tiem. Final)' II1II CA wi 11M GA ~In. "".., not c:onnec:t right rNrf. CA 'fill De

car.ful no! timlllO gr.. the GA rightCu.tomet Is conc.med lhM the deity II .
away Cot. did gill JUP'II • ..une....., ""LD_

Voice cutIomItM' upset .n. IIgellIl
(1lIur*nowll1 .... not .-rpeaI wMt tty "-d t)'I*l.

0JIW02 21 Cuttorr!If rei TTY aIlld not I\I've 10 keep~
a..r ..-cl _ when • __ 11M "" lNt <:ustornef

"., dldn' undeQltnd She fell. 'VI WII. Nde.

Page 28 of 32



Complaint Tracmg for North Carolina

Aprf12002...... 00. of Col. • N.tul1l of COtnplUlt 00001
_of_

• I r_ """" .........,
jAgc_~~1hiI
COi,~ IttId 1M did """,obw
~ 1M ~c:III. The
..... tt.led !Nt .ftet I1Ilaylng the
voice perICWl mJg 10 ttIe VCO user,
,ne mnedi.l.ty typed "GA"lollowed
by Fi. S.....bo lUlled th.t the

customer only .$ked '*ora
~ Of not VCO ... aetlvItecI• .t

rm.IM~~

raponded IttId ntoImed the vco
CusUJmer~ ." mpewtMt c:IIlhru ....

UMl' Ihat \hey dd hUt Mr. n.
The CVIlOmIIr ... OOl'IOImed u to wfI8llW YCO

irlIornIlIliOn WIll typed 10 the vee
w.. tUrned on or not. "Relay wunl~ It w«. Dvmg the CIII, the voice

"""'" '" YCO WII' on or not. 1kept~ If it _ on but ,.,..",
perlOn beCllme upset with In. VCO

1M opr wid not an_" She MId the voice IIMf for nIdng the urne qUU!lon

person kept reputing IWnsef IttId ftnaIy gcII
IWPNledIy IttId~

tired IttId hung ..
diICOI.i8dIId. The JlDWIt ...
~~wNn the \/CO user
IIlqIftd it VCO... acliYlitd. 1M
INr:I hive I1I4POflded by~ (VCO
on) Of aon'Iltlhlng 10 thIt eftKL
Re'IIewed 1M • lie .1Id II'lIl lin
never hid .ny problems handlirlg
veo call. Sne was .Iso bind
rnonitOl1ld .1Id proper proc»dutes

~~foIoMd"'~r;:aIa.. The Q,t" dIIpC ....

~ \10 IIIOfIlIor IhiI -vi \10~
Pf1lI* ptOClICknI .111~.

"'SF
Supervilof foIowtd up with CA
4e58M. He JKllIIed the c:d IIld
ItIllld it_ • 'tOicI mil, not AMR.
He was If'IIM tnldd'- 01~ 1M

CA N858M 11ft 1ft caIIt righlln .. mddIiI 01 ~ to ASCII _ andllOtic:ed

.."... " '.ierirlsl'*~Ihe~"~ "'"... ~ lOrN words __~ fMIIf'

INti SIOPC*I and no~ Md not In order. Thln.1he calif
hung I4l on CA. It aW-aI1I to " •
technical ditllculty. CoIc:hed hftl to
~,,~""'ntWhe

nodcu somethlng lb tNt nut time•...,
S~ ..• • ....,.'.'10 ItMI

TTY cuttornet was lIPM' IIW Ihe opr did not CUItCIn'* & '* him he woutd IoIow

"''''''' " -wy ItMI C4II' Itid ElCI. • der INving • ..,,"" up with ttIe opt CA OjeQllllon:_.
Coached CA on kMping c:uItl:mer,- """""".
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"'" _of ca. N.nn ofComplNlt Dolo" E.qlrlanIlIon of Rfrrilllon

• .-. .-. Rfrrilllon

~ foIorwed \41 ...... CA
4tI'2M~"Aid~_'

Customer c::onc:emed IIIat J91n14812M sIInc:e 011 Ihe line. HI reJI, ....

,.,,"" "
~ cal by asbIg Iot.~'100 many IW22I02

MeaUU hlI wun'lscn if os tied
IIn'leS, 10 IImIS 10 be eUCl HI felltlis was hlIard .., c:t.cDIg 'IIhMI'I« II wal I

""". ~. SupetWCW Sllggell1ld CA to

IN: lot I ;a ora~ ltl6n 11M "".........
.."

ClI5tomerOOllOlmed IIIat agent 4812M was
The .,-.t '*'-l ..tay prtIOIduIe I,.,,"" 21

pIaylng mn:l garMI wIIhI 0UIb0uM ¥OioI ,.,,"" did Iltt 1M CUIlOmIr knoW 1M
cuatomer cauting till ¥OioI customer to hang c:omc*lnl~ be~~..,. ",.

He CUltomer eoneemed thIt Ilter I cal CUltomer did not I'«lllUl folowup,

04I20I02 "
completed ~tlltor would not give 014

IW22I02
did not ...... name or numb6r~

~formillon IbouI previous cal Spec:ificaIy, was II1lIfied with the cfll(;Uulon..." gender Ind/or Ill' of hI.mg ptrIOIl. "OInt did~r procedures.

SIupeMsor wtlo took complalnl
obMfWId that CA did not type "WhIt

Voice cvston'I« was upMt ttIIl tgenC
60 )'OU WII~~ nked c:uaI to
I'epuI MealIN I/le ekI not

e-unknown) Mel not retpHt wMt II)' hid typed.
~nd. Agentt.lid w

"'"'''' 01 Cl.IIlOmet ,.. TIY Ihld not haft to Iulep typing ",,,"" tTIIIdialld becauII aile miHNld !he_ ~ _ wheri • _ 1M 8gt \tIa! c:l.III_
nbr !he~ tme. AgO.....,..-- She ,.. agt_ NdtI.
IItknowtIIdga ttIIl 011 I IltlMqwnt
,... w did not MIld (NdiIIng)
maao. Ihe ... do IhiI Nll1 tmIi.

.."

.." ""''''' ".." ",,,"" "
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Mav 2002
,....." "'" '" ColO Nalln 01 Comp&Ilnl 000'" ~ oIRiMokAIoI'I

0 le.- e.- Red'l/or.

nY user -.rib ta343 10 be Infotmed IhM~
~ c:ompIalnl 'Ilitl1 cpr and
uptalned '-10 stop gatt6Ig on

she gets gatbllng on '* tcnen from nY us.-, boltI ..... CprdDn ..,.,lberN
05111102 21 she should hll .. IpaOebIIr 10 the garl*lg wiI """"'" CIIlI and the my us.- ......"i8d lwr."

qui. CA 8343 prOOIM c:ellI for IhlI nY user et'd 01 cal how 10 SlOp lila~. Cpr
wflere ItII1e _ mud! gwt6Ig ....... and wII try 10 c:onIotm.,,,. 000iM_

Ca li8IF ec:c:idenlaIly hll modlwn

TTY ClJItOr'ner _ upeel Ihal CA 1lil8IF hung ccrd wflh lwr bot cauAlg • modIIrn

"'I'''' " "'I'''' I8lkue andlosl IN cal. CA wII
14I on him cturing.1orIg cal 10 Dr. oIllca.. ....,.. to watdl oores under the

"" ltadona ITlCQ carefuIy

NCO \/CO VHt c:omplalnl WI ag.nt 7704 Agent requested aulslll/lCII from

mlsdlaled • long dill.1\CII (;liB, .nd IhM this
.upeMaor. ACU ~trucltd -o-nllo

conllrlues 10 happen 10 him. Al'lar.sklng IN
tratlIfer 10 customer servlot. ACU
did not undenland lIltlUIll 01 ,equnl

Ililent 10 gel u.. IUpe!VIsor &hey MOd Nm to A,gent c:oJched on proper call
cuslon'lllr setvice. He commented that when

"""" OJ
the c:enter was in CharIon. betor. the agent:I

05117102 pt'OOICIlI/1lI.nd how to process
lmmedlat. crd. ACU c:oacl'MId onu..,. __ mIIct\ btl* trantd but thJllla Ibs
proptr IlantIing of Q/StOrI'ler l'IIquesl:l

SprWlt OYer Mel 0'N8I. He was also upMllhat

Ila bek1g VCO I\Q no WIly 10 stop the JlileIlt
and mHlling c:aIJr contn;JI with

once. cal II ...........
eustomw as __ as kMpWlg--,3OO8G

(
100 """"" 01

This ag«Il: did not ans- for • long liI'M.. 1hid
II) .... long lIlnt before Ila _ carne on ....
RCS tII:SpClnM: Dill explain ttIaI SOITIMa,_ on
1ft Asdi call ttlalthe~ labs \:me to S'-O"*'-dupwICA"GG1M. He

oom.<l2 !Xl
~~ 10 tt. t::JI but thJt_ would

oon>'D2
didn't,~ the call He II

eJrt8inty tIA'n In the~ so thai the .-.10 tIN~ whJn. cal
IUJ*Yitor del inYMbgallJ MtbIr Alto l:nntiJd ~ In Nt station.
the .. as an n:i us.- and updatIId IN
~~ 10 thJt. wld~ il'l1O relay
on the c:onw::t ..

3015F

Custome' pItoJd • (;III 10 • perIOIl wno has •
ffrfl\cul em. speIIng and~ iI'I After"GA" CA is nol.ble 10 rlPtal
gel'lerel thN rally. IlIlIIe put the egts hJye .ny Info. CA lrlecllO redired
~.led Into typed .. fllNdeld. and questions .nd c:ommants 10 thIi TTY.

0"221')2 OJ
ooc:aSlonlllly spelitcl or ralayed ....1b.t.ITllO

0""'" CA ODes know wtI.t if "GA. is not
JlIow !hi custoJmr to decipher tile llInguaQfl voIcad. the CA terlljtO Net. fewherselt. The lly uNr _ tYPing dtMng

wordI only. CA ....... following oorJed
InstrucdonJ .nd 11_ f1Itt. \II\Clt.... Wl'l6n
the 'o'Olc:a custom« UUd this agenlto repeal. --,
she rafuIad IIl"ld CCllItinlHId typing to tile I!y us.-

301'G

I~ IIglwas foIoMrlg
Voiea eustomer _ upMt lhal agenl prtIeJdura when not~
(funkrRMon) wid not ..-rpeat what my hid typed. ~ in c:onwrsation and when

05l23I02 17 Customer Iel TTY shld not n.....lo keep rypIng 05l23I02 lYI*lg badt oMIat Y(Iica; said. She
_ and _ wl'Ien ... _ It. 8gt thai. was ditappolntadbul~.
didn't~. She tall 8gt_~. SM wINd 10 "*'- • call wIh curanl

I ,,.. CA. No' 10 do Jtr1 foIow up Of\,
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- Date of ca. N.tUl1l of COmplaInt Date 01 ExpWnatioll of RetolutiolI

• Comol """'" RnolllClon

A$5lIt6d !he CA on !he MCOfICl
iAMR. When I Nd .....All
rnKIV !he edit InIists that I ..... 10

Was on ttIII phonIIllot 10 ITIIn for 2 mnng.. dialed out the nOr he provided and
on AMR. CA 1653F llId never got~I Of ttl. he w.. utlng
.Wln got beck tyo me lhll.omIIlIhlng Will H)'I*rletminal(oomputer). Upotl

,..,- "
wrong Inll they cIcI not be retrieYlKl Then Ilkec ,..,.., CUltomel'. reIlItanoe I then
lor supeNllor go! Jeny and ItilIroo rapotlM II decided 10 proonI lUI cd. Soon
10 ptOC/enl tu roo Il'IIUIgetIllIlleWId I If* tile cal was tax.d 10 MN plK.ed
aIIU*l try lhIt report w4d be m.- .. 18 diaoonneCled the line. AUR ell- proc:n.s Is not pl)Id* Itlru

Hypentm\lnII and did not heve ..
Ofl9otlUnity CO ellPleln lhat 10 the.." customer.
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Federal Communications Commission
Washington, D.C. 20554

July 23, 2003

Linda elson
TRS Adminisuator
Depanment of HeaJth & Human Services
Division of Services for the Deaf& Hard of Hearing
319 Chapanoke Road, uite 108
Raleigh, ortb Carolina 27603

RE: State of~onh Carolina

Dear Ms. eOOn:

This is to notify )'ou that the Federal Communications Commission (Commission) has
received the state of North Carolina's annual consumer complaint log summary for the J2·month
period between June 1,2002 and May 31, 2003.

Questions regarding the complaint log summaries should be directed to Erica Myers at
(202) 418·2429, (202) 418-0464 (TfY), Erica.Mvel'5ra:fcc.gov.

S~tC~
Thomas Chandler
Chief. Disability Rights Office
Consumer &. Governmental Affairs Bureau

cc:

CC pOCKET NO, 98·67



orth Carolina
Department ofHealtb and Human Savie:t's
Dhision orsuvicc:s ror tbe Dnhnd the Hanl or Hnrinl
319~e Road, Suite lOB. 2301 Mail Service Center, Ibkigh. NC 27699·2301
Tel: 919-773-2963 (Voic:efTTY)
Michael F. Easley, Governor. Carmen llool..er Odom, secretarY. Linda HaJTinltOn. Direclor

June 24, 2003

federal Communications Commission
Attn: Erica Myers
Consumer and Governmental Affairs Bureau
445 12· Street SW. Room 6-A432
Washington, D.C. 20554

Re: Docket Ii 98~7

Dear Ms. Myers:

Enclosed you will find an original and four copies ofNonh Carolina's annual complaint log, annual
summary, annual tally repon and a diskette for the 12 month period between June 1,2002 and May 31,2003.

Should you have questions concerning the reports.. please foel free to contact me at
Linda.Nelson@ncmail.nec or at 919-773-2974 lTV.

Thank )'ou in advance for your support for our relay 5CT'Vlce for Deaf, Hard of Hearing. Deaf-blind and
Speech Impaired people.

Sincerely,

Linda K. Ndsvn. Administrator
Telecommunications Access of onh Carolina

Cc: Kendrick Fentress, Public Staff, NC Utilities Commission
Linda Harrington, DSDHH



Sprint.

(

Krol. W. £"'7'
AIXQ""IM~

J16/ A,hllll/c A"". $>lIlt 100
Ifll/till He 116()4
('919) "j-JUJ TTY
(f/') '714141 Fa

June 18.2003

Linda Nelson
319 Chapanoke Road #108
Raleigh, NC 27603

Dear Linda:

Sprint bas provided you the following information 10 support your filing wilh the FCC for
the State of orth Carolina :

• Annual Complaint log includes the number ofcomplaints received that allege a
violation of federal TRS minimum standards, the dale of the complaint, the nature
of the complaint, the date orits resolution and an explnnation of the resolution.

• Annual Summary includes total outbound calls, total complaints for the reporting
period June 2002 • May 2003, and percentage ofcomplaints to lotal outbound
calls infonnation.

/I Annual Tally Report will be total complaints by category.

As mandated by the Federnl Communications Commission (FeC), Sprint has maintained
a log ofall consumer complaints that allege a violation of the federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to file with
the FCC. Please note that your state must file the Complaint and Summary logs
(attachments I and 2) and a report (attachment #3) Ihat indicates the number of
complaints received for Sprint with the FCC by July 1,200310 the following address:

Attn: Erica Myers
Federal Communications Commission
Consumer & Govermnental Affairs Bureau
445 12th Street, SW, Room 6-A432
Washington, DC 20554
or by email at emyers@fce.gov

For your reference, Sprint has included the FCC language requiring this action:



May 19, 200] Order:

'"The Fedenl Communications Commission's Consumer &. Governmental Affairs
Bureau reminds states and telecommunications relay services (TRS) providen: that they
must submit their annual consumer complaint log summaries for the 12-month period
ending May 31,2003, OD or before July 1,2003.

"To assist the Commission in monitoring the service quality ofTRS providers, the
Commission requires interstate TRS providers and state TRS programs to maintain a log
ofconsumer complaints that allege violations of the federal TRS mandatory minimum
standards. These logs are intended to provide an early warning system to the
Commission ofpossible service: quality problems. Additionally, this information aUows
the Commission to detennme whether a state or interstate TRS provider has appropriately
addressed consumer complaints and to spot national trends that may lend themselves to
coordinated solutions. It further enables states to communicate with one another to learn
bow other stales are resolving complaints.

"Complaint log summaries should include information pertaining to complaints
received between June 1,2002, and May 31. 2003. Complaint log summaries shall
include the number ofcomplaints received that allege a violation of the federal TRS
mandatory minimum standards, the date of the complaint, lhe nature of the complaint, the
date of its resolution, and an explanation of the resolution. The Commission requires
that this information be included in the complaint log summary for the purpose ofalerting
the Commission ofpossible service quality problems. The complaint log summary must
be filed with the Consumer & Governmental Affairs Bureau. Disability Rights Office.

"States and interstate TRS providen: who choose to submit by paper must submit
~original and four copies ofeach filing on or before Tuesday, July I, 2003. To expedite
lhe processing ofcomplaint log summaries, states and interstate TRS providers are
encouraged to submit an additional copy 10 Attn: Erica Myers, Federal Communications
Commission, Consumer & Governmental Affairs Bureau, 445 12th Street. SW. Room 6
A432. Washington, DC 20554 or by email at emyers@(cc.gov. States and interstate TRS
providers should also submit electronic disk copies of their complaint log summaries on a
standard 3.5 inch diskette fonnatted in an IBM compatible format using Word 97 or
compatible software. The diskette should be submitted in "read-only" mode and must be
clearly labeled with the State or interstate TRS provider name, lIle filing date and
captioned "Complaint Log Summary."

"-Filings can be sent by hand or messenger delivery. by commercial overnight
courier, or by first-class or overnight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor,
Vistronix,lnc.• will receive hand-delivered or messenger-delivered paper filings for the
Commission's Secretary at 236 Massachusetts Avenue, .E., Suite 110, Washington,
D.C. 20002. The filing hours at this location are 8:00 a.m. to 7:00 p.m. All hand



deliveries must be held together with rubber bands or fasteners. Any envelopes must be
disposed of before entering the building. CommerciaJ overnight mail (other than U.S.
Postal Service Express Mail and Priority Mail) must be senl to 9300 East Hampton Drive,
Capitol Heights. MD 20743. U.S. Postal Service first-class mail, Express Mail, and
Priority Mail should be addressed to 445 12th Slrec:t, SW, Washington, D.C. 20554. All
filings must be addressed to the Commission's Secretary, Marlene H. Donch, Office of
lhe Secretary, Federal Communications Commission, 445 12th Street, SW, Room TW·
A325, Washington, DC 20554.

"The filings and comments will be available fOf public inspection and copying
during regular business houn at the FCC Reference Information Center, Ponals n. 445
12th Street, SW, Room CY-A257, Washington, DC 20554. They may also be purchased
from me Commission's duplicating conl:raCtOf. Qualex International. Ponals n, 44512th
Street, SW, Room CY-B402, Washington, DC 20554, telephone (202) 863·2893,
facsimile (202) 863-2898, or via e-mail qualexint@ao1.com. Filings and comments may
also be viewed on the Consumer & Govenunental Affairs Bureau, Disability Rights
Office homepage at http://www.fce.gov/cgbldro.

"To request materials in accessible formats for people wilh disabilities (braille,
large print, elcclrOnic files, auto fonnal), send an e-mail to fccS04@fcc.govorcall the
Conswner & Governmental Affairs Bureau aI202-418..()531 (voice), 202-418·7365 (tty).
This Public otice can aJso be downloaded in Text and ASCD fonnats at
http://www.fcc.gov/cgbldro.

"For further information regarding this Public Notice, contact Erica Myers.,
Consumer & Governmental Affairs Bureau, Disability Rights Office (202) 418-2429
(voice), (202) 418.0464 (TfY), or e·mail emyers@fcc.gov...

Sprint will work with the stale, as your panner in delivering additional inIonnation
required ofall states and carriers. We are confident that our records and systems will
suppon any additional requirements, should they be ordered by the FCC.

This log period, running June I, 2002 through May 31, 2003, contains a summary of the
tOlal number of complaints received for each type of complaint on a month to month
basis and also provides totals for this twelve~monlh period.



Should you have any questions concerning this summary log, please contact your account
manager.

Besl Regards,

Paul Rutowski
Customer Relations Manager Sprint Account Manager

Attachment #1: Complaint Log Summary for Period ofJune 1,2002 - May 31,2003
Attachment #2: Summary ofComplainlS for Period ofJune 1,2002 - May 31, 2003
Anachment #3: Annual Tally Report for Period ofJune I, 2002 - May 31, 2003



Attacbment 112

Sumlllnry Log for June I, 2002 -l\Ia~' 31.2003
North Carolina Ilelay

For the pmod of June I. 2002 through May 31. 2003. Spnnl processed more than 1.536.524
oulbound calls on behalf of North Carolina Relay. recei\'lng a IOta! of 76 « 0.001%) CUSlOmer
eomplamlS. All 76 complalnlS ~ filed Wllh Supervisors al 0I'lC' of Ihe eleven Spnnt TRS
eenlas. All ofd)e5e complamts ~ ~h·ed m a tmlCly fashion. None of these 76 eomplamlS
were escalated for aellon 10 lhe:: Stale of North Carolina or to I~ Federal CommunlcallOns
Commission.


